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ABSTRACT 
 
Through an effective system of knowledge management, organisations can evaluate 
which factors play in important role in ensuring that knowledge is managed well within 
the organisation. It is believed there are several factors influencing knowledge 
management effectiveness, including knowledge sharing, commitment and trust, 
culture, motivation and incentives, mentoring, group work, training, storytelling and 
networking, etcetera and also, there are various models, and analytical tools that can 
be used to study the relationships between some key influential factors and the 
effectiveness of knowledge management. Based on previous research, this study aims 
to identify and evaluate the key factors that influence the effectiveness of knowledge 
management in an organisation. 
Purpose: Knowledge in an organisation tends to be a resource that gets less attention 
and only after it has been lost or neglected, does management take a look. At this 
stage it is normally too late to do anything that can assist the organisation. Drawing on 
dilemma and previous studies done, the aim of this study is to understand and evaluate 
the factors that influence the effectiveness of knowledge management in an 
organisation.  
Methodology: Based on a literature review, a mixed research model is initiated 
integrating demographics, employee morale, organisational performance, information 
sharing, knowledge management strategy and a communication gap as some of the 
factors that have an influence on effectiveness of knowledge management. The mixed 
model is tested in the study using questionnaires, interviews, observations and focus 
group discussions. The study was done using a statistical sample of 25 participants 
who participated in all the forms of the study, meaning they all did the questionnaires, 
interviews, observation and focus groups. The analysis of the feedback resulted in 
both qualitative and quantitative data, hence the study had to settle for a mixed method 
approach.  
Findings:  The findings point towards the general drivers and barriers to knowledge 
management within the organisation. The significant drivers are: mentoring, 
networking, training, group work storytelling. The significant identified influencers to 
xi 
 
knowledge management are: employee morale, information sharing, communication 
gap and employee tenure.    
Originality: The study contributes to an understanding of factors that influence the 
effectiveness of knowledge management in an organisation. 
 Keywords: Information sharing, Knowledge management, Communication gap, 
Employee morale, Organisational performance, Mentoring, Storytelling, Networking, 
Training. 
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CHAPTER ONE: INTRODUCTION TO THE STUDY 
1.1 INTRODUCTION AND BACKGROUND TO THE STUDY  
The main objective of this research study was to investigate and evaluate factors that 
influence the effectiveness of knowledge management in an organisation. The study 
came about as there was a gap identified in the food processing industry in the Nelson 
Mandela Metropolitan municipality that relates to organisations losing their knowledge 
and expertise. This research will assist in identifying the factors the influence the 
effectiveness of knowledge management and identify knowledge management 
methods that could be employed to minimise the loss of knowledge. The study will be 
conducted using the mixed methodology approach, where both qualitative and 
quantitative approaches will be used to enhance the research. 
This chapter introduces the research by providing the background and outlining the 
field of study. The chapter is presented in eight main sections. Following this 
introductory section, the problem statement will follow. Research objectives will be 
briefly described, and the research questions are discussed in the following section. 
Then, the proposed research tool is discussed, followed by an explanation of the 
research method and delimitations of the scope of the research. An outline of the 
contribution of the study is also included and the chapter concludes by summarising 
the structure of the research. 
1.2 PROBLEM STATEMENT 
The amount of knowledge that gets lost by the participating organisations during 
transitions like layoffs, retirements, resignations, mergers, promotions and job 
structure changes gave rise to the need for this study. Businesses lose money in 
training people when they have to replace these human resources; where in most 
instances if there was proper management of knowledge, the risk would have been 
minimal (Dayan, 2016). If Management ignores the factors that compromise 
knowledge management, the results can be disastrous for the business, taking into 
account the knowledge loss risk, key strategic information leaving the business without 
trace or landing in the hands of the competitors (Ncoyini & Cilliers, 2017). There is 
also an element of behavioural risk that management needs to be aware of, which is 
employees intentionally not sharing knowledge; therefore holding on to knowledge and 
preventing effective skills transfer. This behavioural risk is created by employees when 
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they still want to be the centre of attention and remain relevant in the business even 
though they are retiring or leaving the organisation (Hislop, Bosua, & Helms, 2018). 
The other threat can be junior employees feeling like they are not being properly 
utilised or not given opportunities, and they might end up leaving the organisation. The 
junior employees will feel like their skills are not utilised and they are not learning 
enough in the organisation; therefore they would rather find something else in a 
different environment. The benefits of mitigating the risks will be to reduce knowledge 
loss; therefore ensuring business continuity and sustainability (Ncoyini & Cilliers, 
2017). 
There are studies that have been done on knowledge management and factors of 
knowledge management have been evaluated in terms of their ability to proactively 
assist and influence to improve business results (Dayan, 2016). The process followed 
in doing the studies were specific to certain environments and the challenges were 
streamlined to the business that the study was designed for (Kimiz, 2017). The studies 
followed the challenges faced by organisations trying to find a suitable form of 
managing knowledge but did not conclusively detail how the implementation stage 
would be monitored to determine if the solutions suggested are effective (Dayan, 
2016). 
This study will highly recommend findings from the study to management, in order to 
ensure that this study was not done to add numbers into the field but to add value in 
the organisation targeted. The previous studies were also not looking at different 
aspects like what internal issues businesses are faced with that hinder the progress 
of the implementation of knowledge management processes and tools. The studies 
did not try gain insight into what individual main contributors of the improvement 
process feel about the steps taken and how they can contribute in the whole process. 
The findings from the studies were inconclusive in that it was left undecided as to how 
organisations would be monitored in order to gauge whether they are meeting certain 
requirements that relate to knowledge management (North & Kumta, 2018). 
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1.3 RESEARCH OBJECTIVES 
The primary and secondary objectives of this study will be presented in this section. 
1.3.1 Primary Research Objective 
The objective of this research is to evaluate the factors that influence the effectiveness 
of knowledge management of an organisation in the food processing industry in 
Nelson Mandela Metropolitan Municipality of South Africa. 
1.3.2 Secondary Objectives 
The following secondary objectives were formulated: 
SO1  
To determine the role of the communication gap between employees and 
management and how it can influence the effectiveness of knowledge management in 
an organisational environment. 
SO2  
To explain how the concept of knowledge management, if managed correctly, can 
influence and improve organisational performance. 
SO3  
To determine the effect of Information sharing and how it could influence the 
effectiveness of knowledge management in an organisation. 
SO4  
To determine how employee morale can influence the effectiveness of knowledge 
management in an organisation. 
SO5  
To explain how employee tenure can improve knowledge management in an 
organisation. 
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1.3.3 Methodology 
In order to achieve the above-mentioned primary and secondary objectives, the 
following methodological steps were identified: 
MO1  
To propose a linkage tool that reflects the relationship between factors influencing 
knowledge and effectiveness of knowledge management in an organisation. 
 MO2  
To determine the appropriate research design and approach that addresses the 
identified research problem. 
To determine the appropriate research sample population and sample size.  
To determine the appropriate data collection tool; in this case focus groups 
MO3  
To conduct data collection, using a structured questionnaire to determine factors that 
influence knowledge management in an organisation. 
MO4  
To analyse the data using an acceptable method of data analysis and draw 
conclusions that will provide recommendations, based on the findings of this research, 
which could assist an organisation in managing and evaluating the factors that 
influence the effectiveness of knowledge management. 
1.4  REASEARCH QUESTIONS 
Given the primary objective of this study, the following research questions were 
answered: 
RQ1   
What platform does an organisation provide in ensuring that factors influencing 
knowledge management are treated as important by employees? 
RQ2   
What is knowledge and how can it be measured?  
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RQ3  
Which factors have an influence on knowledge management?  
RQ4  
How do employees in an organisation deal with the factors that can influence the 
effectiveness of knowledge management?  
RQ5 
What intervention can be used by organisations to improve on the factors that 
influence the effectiveness of knowledge management negatively? 
1.5 PROPOSED RESEARCH TOOL 
The main objective of this research study was to investigate and evaluate the factors 
that influence the effectiveness of knowledge management in an organisation. Based 
on an extensive literature review, five independent variables were identified, which 
could influence knowledge management in an organisation; namely, Information 
technology; Employee morale; Employee performance; Employee tenure and 
Communication (Paulin & Suneson, 2016). These determining variables have been 
utilised to develop the following tool as depicted in Figure 1.1. 
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Figure 1.1: Research Tool 
 
Figure 1.1 Source: Self Constructed 
1.5.1 Research Hypotheses 
The following hypotheses have been formulated to test the relationships proposed in 
the research tool:  
H1 How Information sharing influences knowledge management in an organisation 
H2 How Employee morale influences the level of knowledge management in an 
organisation 
H3 How Organisational performance influences the level of knowledge management 
in an organisation 
H4 How Employee tenure influences the level of knowledge management in an 
organisation 
H5 How Communication influences the level of knowledge management in an 
organisation 
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1.6 THE RESEARCH METHODOLOGY 
This section will consist of two broad sub-sections; namely, the secondary research 
that will provide sources of secondary data, and the primary research, which will 
describe the research design, sources of primary data and the methodology that was 
used to analyse the primary data. In addition, the research ethics of the study will be 
elaborated on. 
1.6.1 Preliminary Literature Review 
A literature study was conducted to establish the factors that influence knowledge 
management in an organisation and to identify any gaps in the present research. This 
is referred to as a literature review. A literature review is the study of data previously 
collected for other studies, but to some extent has relevancy to the current topic 
(Peyman, 2017). The benefit of utilising secondary data when it is being collected is 
that it saves time, money and human capital, and is easily available (Wanga, Noe, & 
Wang, 2014). In this study, a literature review was conducted in order to identify 
dependent variables that could affect the factors that influence knowledge 
management in an organisation. Different forms of sources were studied and used as 
references to conduct the research, which included textbooks as well as national and 
international databases available at the Nelson Mandela University library. Online 
sources such as Google scholar and credible websites were also studied and 
referenced. The purpose of the literature review was to provide a theoretical 
background to the study and to find an appropriate measuring instrument to measure 
knowledge management. Based on this extensive literature review, a hypothesised 
research tool was proposed together with hypotheses illustrating the proposed 
relationships between the independent variables and knowledge management. 
1.6.2 Primary Research 
Primary research focuses mainly on problem in hand, which means full attention is 
directed to find a probable solution to a pinpointed subject matter. Primary research 
allows researchers to go in depth into a matter and study all foreseeable options. Data 
collected can be controlled. Primary research gives a means to control how data is 
collected and used. Primary research is a time-tested method; therefore, one can rely 
on the results that are obtained from conducting this type of research (Ncoyini & 
Cilliers, 2017). 
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The research process has three major dimensions: ontology, epistemology and 
methodology (Dayan, 2016). A research paradigm is an all-encompassing system of 
interrelated practice and thinking that defines the nature of enquiry along these three 
dimensions. Research paradigms are classified into three philosophically distinct 
categories as positivism, interpretivism and critical postmodernism (Hislop, Bosua, & 
Helms, 2018). These three-fold classifications are considered ideal for this study 
because these three categories can be used to conveniently place the more specific 
psychological and sociological theories used in the field of knowledge management. 
Furthermore, these three philosophical perspectives are the popular paradigms in 
modern-day social, organisational, and management research (Hislop, Bosua, & 
Helms, 2018). The key features of these three perspectives include the worldview, the 
nature of knowledge pursued, and the different means by which knowledge is 
produced and assessed within each paradigm or worldview. However there is no 
consensus as to whether these research paradigms are necessarily opposed or 
whether they can be seen as contributing a different role within the same study (Dayan, 
2016). 
For this study, the researcher chose a mixed methodology, and the study looked at 
the statistical relationship between knowledge management and factors that influence 
business performance in an organisation. The statistical narrative of the study assisted 
in providing feedback for the quantitative part of the research. The study also used 
qualitative methods to gather the information which was gathered through a focus 
group study. 
 
1.6.2.1 Sampling Design 
The subjects in this research are employees of a local organisation, a bakery in Port 
Elizabeth. There are 660 employees at the bakery and 50% of the employees have 
access to computers and therefore are affected by knowledge management in the 
organisation. The target sample used for the study was a small sample of 25 
employees at the bakery. The study made use of non-probability sampling, particularly 
convenience sampling. Convenience sampling was utilised, as the researcher chose 
whomever he could find to fill in the questionnaire due to the limited amount of time 
allocated to the study. 
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The primary data came from the participants who were thus the  sources, and these 
participants included the employees at the Bakery. The main data collection 
techniques used in this research study were the literature reviews, questionnaires, 
participant observations, interviews and focus groups.  
1.6.2.2 Data Collection 
The study began by collecting data; processing of the data into categories and 
organising the data to fit the research needs. The study of data searched for patterns, 
critical themes and meanings that emerged from the data.  
In this study, the questionnaires were issued to employees in the organisation. The 
questionnaire was used as a means of getting information from the employees. The 
intention of the questionnaire was to get more information from the same employees 
that were part of the focus groups.  
Observations were done with the same employees by sitting down with them when 
they performed their duties in order to observe how they did their functions and how 
they managed their knowledge in the process.  
Employee focus groups were the main data collection method, where the sessions 
were recorded and stored for referencing. During the focus groups employees were 
encouraged to be open about the discussion around factors that have an effect and 
influence knowledge management in an organisation. A couple of open-ended 
questions were posed, to which employees were required to respond in writing and 
through the focus group discussions.  
During these processes useful information that may be closely linked to the 
employees’ experience emerged and was used to learn more about the factors that 
influence effectiveness of knowledge management in an organisation. The individual 
responses were analysed, compared and categorised with the results of transcriptions 
of the questionnaires, and subsequently triangulated and interpreted to draw 
conclusions.  
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1.7 DELIMITATION OF THE SCOPE 
The main objective of this research study was to investigate factors that influence 
knowledge management in an organisation. There are many thoughts related to 
knowledge management; such as, it is an HR (human resource) function to manage; 
however this study focused mainly on the factors influencing the effectiveness of 
knowledge management. As such, this study did not include all organisations as it only 
focused on the food processing industry, in particular, those baking firms in the Nelson 
Mandela Metropolitan Municipality (NMMM) . The reason for this is the accessibility of 
the organisations which enabled the success of the study. The level of the factors 
having an influence was measured by using the various dimensions of knowledge 
management. There are many factors that may influence knowledge management; 
nevertheless this study only focused on factors such as: Communication; Employee 
Morale; Employee Tenure; Organisational Performance and Information Sharing 
(Ncoyini & Cilliers, 2017).  
1.8 CONTRIBUTION OF THE STUDY 
The study will contribute to a better understanding of factors that influence the 
effectiveness of knowledge management in an organisation. The research objectives 
involved linking the factors that affect knowledge management to how an organisation 
performs. The study intends to provide insight into the practices needed to manage 
knowledge successfully. The aim of the study is to add to the existing knowledge on 
the factors that influence the effectiveness of knowledge management and more 
specifically how this affects the baking industry. In addition, this study could prove 
useful on a practical level, and could benefit businesses, practising human resources 
practitioners, business professionals and lecturers teaching business management. 
Businesses who expect their employees to add value to their organisations could 
benefit from this study. Management that is hands-on in developing and encouraging 
their employees, will make use of this study by making their employees aware of the 
factors that influence the effectiveness of knowledge management. The study could 
also help businesses to develop value-add training sessions for their employees which 
will further enhance the skills identified in the study, which positively influence the 
factors that affect knowledge management. 
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Human resources practitioners will benefit from this study as they can look at the 
factors that need to be key focus areas when they give consultations within 
organisations. This will assist the practitioners to give much needed value-add to the 
organisations rather than making impractical suggestions. 
Business professionals as leaders in their own organisations, will use the study to 
ensure that they focus on the key factors that influence the effectiveness of knowledge 
management in their organisations. 
Lecturers of business studies will use the study to ensure that students of knowledge 
management and information technology will be fully aware of the factors that they 
need to look out for when they enter the business world. 
1.9 STRUCTURE OF THE RESEARCH 
The structure of the research will be as follows:  
Chapter 1: This chapter introduces the study, draws a background to the study and 
indicates the chapters to follow. Included in this chapter is the problem statement, the 
importance of the study, as well as the research objectives. Furthermore, the scope of 
the study is presented. An illustration of the hypothesised model, as well as the 
hypotheses, is also shown in this chapter.  
Chapter 2: In this chapter, a broad discussion of the factors influencing the 
effectiveness of knowledge management will be presented, followed by a discussion 
on the role of organisations in analysing and understanding the factors that influence 
the effectiveness of knowledge management. The role of management in influencing 
the factors in a positive manner will be discussed and explained. This chapter further 
discusses previous research on the topic of factors that have an influence on 
knowledge management. Furthermore, the dimensions of knowledge management 
are expanded upon. This chapter concludes with an explanation of the independent 
variables which influence the effectiveness of knowledge management in an 
organisation.  
Chapter 3: In this chapter, a discussion of the research design and methodology 
adopted in this study will be outlined. The different statistical methods that were used 
to analyse the data collected from the measurement instrument will also be discussed 
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in this chapter. Furthermore, the data collection methods of the study will be discussed 
in this chapter.  
Chapter 4: The observed results based on the findings of the statistical analysis 
process will be discussed in this chapter.  
Chapter 5: This chapter will present findings from the literature review and the 
empirical investigation will be discussed. Additionally, conclusions regarding the study 
will be presented as well as recommendations for future research into the topic. 
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CHAPTER TWO: AN OVERVIEW OF LITERATURE REVIEW 
2.1 INTRODUCTION 
The purpose of this chapter is to examine the scholarly contributions towards the 
understanding of knowledge management within organisations. The chapter will 
describe and explain existing literature that contemplates and evaluates the factors 
that influence the effectiveness of knowledge management in an organisation, and the 
factors forming the foundation of the choices of knowledge management systems in 
an organisation.   
We live in a world defined by fast information sharing across large geographic areas 
by means of the Internet and through technological means. The results of this 
globalisation form the beginning of knowledge-based organisations where importance 
is placed on effective management of human capital to ensure that employees 
continue to create the right value for the economy (Omotayo, 2015). In the current 
trend organisations no longer trade only on the basis of financial gain and strength, 
but rather knowledge is the new competitive advantage in business (Omotayo, 2015). 
The new trend of knowledge based economies and organisations requires that 
Knowledge Management (KM) best practices be activated to improve organisation 
effectiveness (Ali, 2017). There is a popular saying that knowledge is power. Based 
on this assertion, it can be said that the management of knowledge is the key to power 
(Birasnav, 2014). 
In organisations and business there are two types of knowledge which are usually 
defined as either tacit or explicit. Explicit knowledge is regarded as an objective that 
assumes that knowledge can be developed and understood free from individual 
subjectivity (Kimiz, 2017). Tacit knowledge is the personal and context specific 
knowledge of a person, which resides in the human mind, behaviour, and perceptions. 
It evolves from people's interactions and requires skill and practice (Omotayo, 2015). 
Tacit knowledge is highly personal, subjective, difficult to formalise, articulate and 
communicate fully, experience based, contextualised, job specific, transferred through 
conversation or narrative, and not captured from formal education (Donate & Mario, 
2015).Tacit knowledge is defined as a form of knowledge that people have because it 
is influenced by physical skills and intellectual frameworks. Tacit knowledge is highly 
personal and deeply rooted in individual experiences, values and emotions, and these 
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traits make it difficult to express in words or to codify in documentation. Sharing 
embodied knowledge successfully requires communication and collaboration of 
individuals (Kimiz, 2017).  
Knowledge management is viewed as a method, where many actions are formed to 
carry out key elements of an organisation’s knowledge management strategy and 
operations. Knowledge management has developed from a point of being a 
fashionable topic to now being a foundation of organisations’ strategic and 
management processes (Wanga, Noe, & Wang, 2014). Knowledge is transferred and 
managed throughout the employee network in an organisation using human and 
technological processes. Knowledge management can be used as an appropriate 
channel of identifying which information could be used to help the organisation and 
ensuring that this information is easily made available for those who need it (Birasnav, 
2014).Knowledge management systems usage has increased considerably from the 
past, because an organisations’ economic, strategic and innovation performance 
highly relies on the degree in which an organisation is able to use knowledge 
(Birasnav, 2014).  Knowledge management is a strategic process for capturing, 
developing and sharing knowledge to improve organisational learning and 
performance. Moreover, knowledge management can be viewed as a way of showing 
organisational progression, as organisations can use knowledge management to 
achieve short and long-term approaches within the organisation. Knowledge 
management allows organisations to create, store and share both tacit and explicit 
knowledge by using technology and other methods (Omotayo, 2015). 
The literature review assists in comparing and differentiating what the current research 
is in reference to the historical context of the research as well as how the topic being 
researched is different or original from what others have done. Thus, the literature 
review helps to rationalise the need for new research on evaluating factors that have 
an effect and influence knowledge management in an organisation. The literature 
review also helps in order to be critical and summarise the current knowledge and 
information in the area under research, to be able to identify any strong points, or 
faults, in previous research work that was done. This analysis thus helps in identifying 
faults and strengths in the current research or topic and therefore increases the ability 
to eliminate potential faults, whilst the potential strengths are being used and 
enhanced. The other use of doing a study of the literature is to help in understanding 
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the research topic, in this case factors that influence the effectiveness of knowledge 
management in an organisation, and also in formulating the research questions. The 
literature review aims to gather research on a specific topic and to show the points 
that need to be developed in this subject (Sadeghi & Rad, 2018). 
2.2 KNOWLEDGE TRANSFER 
Epistemologies of knowledge provide an overview about the nature of knowledge and 
how it influences knowledge management activities (Birasnav, 2014). Two 
epistemologies: practice-based and objectivist-based perspectives, are presented in 
the following section. In addition to these two epistemologies, Nonaka’s knowledge 
creation model is presented to embrace the idea that knowledge transfer should be 
seen as a recurrent process (Donate & Mario, 2015) 
2.2.1 Objectivist-based perspective  
The fundamental feature of objectivist-based perspective is that knowledge can be 
conceptualised as an isolated entity and it is free from individual subjectivity (Donate 
& Mario, 2015). This theory is supported by scholars who define “knowledge is truth,” 
which means that knowledge is not dependent on personal characteristics such as 
culture or language, or subjective insights such as intuitions or hunches (Birasnav, 
2014). Within the objectivist epistemological framework there is an ‘either/or’ logic to 
knowledge separation, with knowledge being regarded as either tacit or explicit 
(Birasnav, 2014). This epistemology, however, prioritises explicit knowledge over tacit 
knowledge due to its nature. Explicit knowledge can be codified and separated from 
people who may be creating, developing or utilising it (Ali, 2017).  
Knowledge assumed to be externalised from people into a separate entity facilitates a 
straightforward model for knowledge transfer (Alex, 2016). It is a simple model, where 
the receiver takes knowledge from the sender and is able to understand it without any 
form of interaction with the sender. Information technology plays an important role in 
this theory (Donate & Mario, 2015). Organisations with excellent communication 
technology sometimes fail in their knowledge transfer processes because in order to 
share knowledge, it requires willingness from the source that holds the knowledge. It 
is also argued that technology neglects social and cultural factors, because the context 
of the knowledge is shaped by both the receiver and the sender. Knowledge shaped 
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by both parties may lead to an outcome that knowledge is not understood or 
recognised (Donate & Mario, 2015). 
2.2.2 Practice-based perspective  
While the objectivist perspective argues that tacit and explicit knowledge represent 
two distinct and separate types of knowledge, the practice-based perspective 
suggests that they are inseparable and mutually created (Birasnav, 2014). It is also 
believed that tacit and explicit knowledge should not be separated into isolated forms 
since all knowledge is either tacit or rooted in tacit knowledge (Birasnav, 2014).  
Practice-based theory argues that knowledge is inseparable from human activity, 
which is also referred to as knowledgeable activity (Ali, 2017). Knowing and doing are 
bonded activities involving the use of a physical body together with cognitive abilities, 
which most of the time cannot be separated. Therefore development of tacit 
knowledge is an ongoing process that develops as a person conducts routines and 
activities, which make it difficult to fully articulate or make it explicit. Acquiring and 
sharing such knowledge requires communication and interaction between individuals 
(Hislop 2013, p.36). 
Rooted knowledge can also be linked to tacit knowledge, which an individual has 
gained through social and professional networks (Becerra-Fernandez & Sabherwal, 
2015). For instance, people in the manufacturing environment are most likely to 
collaborate with their customers over extended periods, which could help them to 
acquire cognitive knowledge about their customers’ preferences and motives to run 
businesses. This type of rooted knowledge could play an important role in the success 
of the organisation through knowledge management. In contrast to the objectivist-
based epistemology, the practice-based perspective argues that knowledge is socially 
constructed, and it is highly subjective (Ali, 2017). The constructed nature of 
knowledge applies to both its sender and receiver. A written report is a piece of partially 
explicit knowledge whose meaning is constructed by its author (Ali, 2017). Different 
readers may, however, conclude different meanings and analyses of it because their 
interpretation is shaped by their tacit knowledge (Ali, 2017). Hislop (2013, p.38) 
describes these two processes as sense giving and sense reading. This theory 
questions the objectivist-based straightforward model for transferring knowledge 
without an actual interaction between the parties. Hislop (2013, p.171) also maintains 
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that another aspect that challenges the objectivist perspective is that social and 
cultural values play a role in the nature of knowledge. Hislop (2013, p.171) argues 
further that knowledge is never totally neutral and unbiased, and it is to some extent 
inseparable from the values of those who produce it. Language, time and culture can 
change the perceiving person’s interpretation, which may infer a different meaning and 
analysis of the original knowledge (Ali, 2017). 
2.2.3 Nonaka’s Knowledge Creation Theory 
The figure below depicts Nonaka’s theory 
Knowledge Creation Theory 
 
 
Figure 2.1 Source: Becerra-Fernandez, 2015 pg. 231 
Nonaka’s knowledge creation theory (Figure 2.1) follows objectivist- and practice-
based theory by combining them into one larger theory. There are three fundamental 
elements to Nonaka’s theory, of which the first one is a basic definition of knowledge 
being justified as true belief (Becerra-Fernandez & Sabherwal, 2015). As practice-
based theory suggests, socio-cultural values have an impact on knowledge, which 
follows Nonaka’s belief that being true is shaped by individuals’ experiences and 
interaction with the world (Becerra-Fernandez & Sabherwal, 2015). More accurately, 
people’s true beliefs emerge from a process of dialogue with others, where people’s 
knowledge is born from the multiple perspectives of human action. Nonaka’s theory 
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states that in the manufacturing sector, these types of interchanges are more likely to 
be really important in terms of providing information to employees (Ali, 2017).  
Employees’ own personal beliefs, such as uncertainty about the business or 
organisational goals, could be changed after receiving new knowledge from interacting 
with fellow employees and management (Becerra-Fernandez & Sabherwal, 2015). 
The second element in the model presents an indication that knowledge gives people 
the capacity to outline and understand circumstances and act accordingly (Ali, 2017). 
There is a difference between tacit and explicit knowledge, but both elements are 
considered important in terms of interaction.  
Nonaka’s model highlights the importance of a continuing practise which enables a 
variety of ways for effective use of knowledge (Ali, 2017). Knowledge management 
was argued to be a critical factor for the success of professional service firms, such as 
finance, manufacturing and other industries (Becerra-Fernandez & Sabherwal, 2015). 
Therefore, continual knowledge flows between employees are more likely highly 
valued in the manufacturing sector. The research organisation is in the manufacturing 
industry; therefore this model includes the organisation under review. As noted before, 
organisations cannot create knowledge by themselves but should facilitate an 
environment where knowledge acquisition, reuse and creation are possible (Ali, 2017).  
Socialisation in the model refers to the desire of individuals to work in partnership and 
communicate with others on a daily basis in order to share knowledge from one 
individual to another (Ali, 2017). New employees in a work team can, for example, 
acquire tacit knowledge held by the team by working with, or noting, others doing the 
work or function. The importance of how to obtain tacit knowledge is through 
experience. Handover of knowledge will so often make little sense except if a person 
has some level of shared experience with the situation (Becerra-Fernandez & 
Sabherwal, 2015). Language is not however, necessary in this phase because 
trainees can learn from their mentors by observing, imitating and practicing. People 
will develop common system values through socialisation but also through working 
procedures that the company wishes to practice over a period of time (Birasnav, 2014). 
The next process of knowledge is externalisation, where knowledge is transferred from 
an individual to a group by transforming knowledge from a tacit to an explicit form (Ali, 
2017). Individuals exchange knowledge by speaking and communicating using 
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models, images and language. In this phase, personal interaction methods, such as 
dialogue and metaphors, are also important because that way individuals can clarify 
their beliefs. Even being challenged by peers can lead to learning (Becerra-Fernandez 
& Sabherwal, 2015). Activities in manufacturing industries are probably measured at 
the employees’ level, since they more likely develop their own individual 
understanding, not in groups. Externalisation allows individuals to develop and adapt 
new procedures from others which they can later utilise either as individuals or at a 
group level (Ali, 2017). Grouping refers to a movement where explicit knowledge is 
transferred from the level of the group to the level of the organisation. Individuals 
exchange and combine knowledge through exchange channels, such as meetings, 
telephone conversations or computerised networks. Further, it involves explicit 
knowledge to become formalised where procedures and rules of the working 
environment are shared.  
The fourth level is internalisation where knowledge is converted from the explicit to a 
tacit form. It is at this level where knowledge handover occurs from the organisational 
level to an individual level. Engagement have occurred through earlier phases, as well 
as in the fourth phase. Thus, this results in the individual no longer having to utilise 
the explicit knowledge that has shaped their tacit knowledge. At the end of the phases, 
all previously transferred tacit and explicit knowledge now convert into purely tacit 
knowledge that the person holds (Ali, 2017). 
2.3 KNOWLEDGE MANAGEMENT  
Figure 2.2 below depicts the research tool developed for this study.  The tool was also 
depicted in Chapter 1. 
Figure 2.2: Research Tool 
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Figure 2.2 Source: Self-Constructed 
Hislop (2013, p. 56) defines knowledge management as an umbrella term which refers 
to any deliberate effort to manage the knowledge of an organisation’s workforce, which 
can be achieved through a wide range of methods including directly, through the use 
of particular types of technologies, or more indirectly through the management of 
social processes, the structuring of the organisation in particular ways or via the use 
of particular culture and people management practices. 
It cannot be said that there is only one definition of knowledge management, as 
scholars and practitioners have tried without luck to come up with a uniform 
description., The definition that came closest is to say that knowledge management is 
getting the right information in front of the right people at the right time (Omotayo, 
2015). 
The practice-based theory’s statement was that knowledge cannot be codified into a 
discrete entity as it is deeply embodied in people and concurrently entrenched in, and 
attached from, how people perform their work practices. Knowledge is basically 
created by individuals collaborating and carrying out their work. From management’s 
point of view it means that knowledge is not regarded as something that can be directly 
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managed but requires interpersonal communication and collaboration between people 
or employees. Further, practitioners of knowledge management should embrace the 
idea that knowledge is not ultimately amendable to management’s control (Hislop 
2013, p.16). 
2.3.1 Knowledge Management Strategy  
The effectiveness of knowledge management and transfer is influenced by key 
organisational factors such as strategy, structure, culture and technology (Kimiz, 
2017). Birasnav (2014); states that the important question is to how organisations 
process and transfer both explicit and tacit knowledge successfully and how 
organisational factors can effectively improve the knowledge management process. 
The main reasons for knowledge transfer are: acquisition of knowledge, knowledge 
reuse and knowledge creation. Knowledge management intends to improve the 
practices of the organisation to obtain increased innovation, performance and 
sustainable competitive advantage (Omotayo, 2015). Factors influencing 
organisational approaches to move towards knowledge management are constructed 
by the organisation itself. This means that each organisation selects and transfers 
individual business strategy and its methods to knowledge management (Kimiz, 2017). 
Another important factor that is motivating the need for knowledge management is the 
recognition that an organisation must manage its knowledge if it is to survive in today’s 
dynamic and competitive marketplace (Kimiz, 2017). If organisations do not look after 
their knowledge they will not be operating optimally, and this will result in the ineffective 
and inefficient creation and delivery of products and services leading to dissatisfied 
customers, which is what ultimately leads to the demise of the organisation (Omotayo, 
2015). 
An organisation’s vision also includes norms, beliefs and behaviour that are desired 
to be followed by the members of an organisation. This type of concept is referred to 
organisational culture. Gary Dessler (2013, p.492) summarises organisational culture  
as the characteristic values, traditions and behaviours an organisation’s employees 
share. In order to align knowledge management activities to the organisation’s culture, 
it is first imperative to create this type of activity as a part of the organisational culture. 
Also rather than illuminating and sharing those values among workers, organisations 
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should have a strategy as to how such a culture can be maintained and encouraged 
in everyday activities (Wanga, Noe, & Wang, 2014). 
Organisations have a vision which mostly is carried into creating and implementing a 
strategy which begins with setting the objectives. Organisations which are determining 
their objectives should have an answer to the question, “what must we do to achieve 
our goals tomorrow, and how about sustainability?” If the current strategies do not 
achieve or improve the expected results, the organisation should change its strategy 
by developing something new or better. The vision of an organisation normally 
includes knowledge management, in that knowledge must circulate within the 
organisation to be reused and produce results for the organisation (Ali, 2017). 
The features and type of the environment that the organisation operates in, will impact 
its approach to a knowledge management strategy. Multinational companies are, for 
example, more likely to face the challenge of sharing knowledge between employees 
from different cultures than locally focused organisations (Ali, 2017). In this study, the 
focus groups deliberated on the issue of whether working for a multinational entity can 
influence the issue of knowledge management between employees. Knowledge 
concentrated work suggests that labour market shortages in a particular sector can 
make it easy for knowledgeable workers to move between organisations, thus 
retaining such workers can be considered as an important element of the 
organisation’s knowledge management strategy (Birasnav, 2014). For knowledge 
concentrated organisations, such as the pharmaceutical, IT and software sectors, 
knowledge loss can be disastrous because their competitive advantage is gained 
through knowledge creation (Hislop 2013, p. 73). 
The emergence of the need for a knowledge management strategy also corresponded 
with the development of the global knowledge based economy in which importance 
has been shifted from traditional factors of production, namely capital, land and labour, 
to knowledge management (Omotayo, 2015). The nature of work has changed 
enormously with the shift from an industrial economy, focusing on commercial 
products, to a knowledge based economy, where service and expertise are the main 
business outcomes. Organisations that are operating in the modern economy are 
expected to include knowledge management as part of their strategy. Employees in 
different organisations can share or transfer critical knowledge easily with the 
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advanced technology tools at their disposal (Omotayo, 2015). The issue of whether 
technology has made the transfer and managing of knowledge a bit easier was also 
discussed during this study’s focus groups. 
Knowledge management, as a strategic management tool, involves managing the 
combined information capability of the employees. It means including knowledge as 
an explicit business activity that reflects in the organisation’s business strategy, 
policies, guidelines, and practice at all levels. However, it has been found that not all 
knowledge management activities have been shown to positively influence 
organisational performance, or to result in a competitive advantage (Becerra-
Fernandez & Sabherwal, 2015). It is important to note that the decision to create a 
suitable knowledge management strategy does not depend on the type of knowledge 
to be shared, but also on the environment in which the organisation operates (Peyman, 
2017). The questionnaire that was answered by the participants included a question 
that relates to whether, if knowledge is managed efficiently, it will have a positive 
influence on the organisation’s results.  
2.4 FACTORS AFFECTING KNOWLEDGE MANAGEMENT AND TRANSFER  
Knowledge can be defined as belonging to an employee rather than the employer, 
because the knowledge is essentially the employees’ asset that they possess. 
Knowledge sharing depends on the positive relationship between workers and the 
organisation that they work for; thus, if the relationship is strained it may inhibit the 
willingness of workers to share their knowledge (Hislop 2013, p.140- 151). In the 
context of workers’ knowledge, this tension relates not only to who owns an 
employees’ knowledge but how and for what purpose such knowledge is used. Even 
though the organisation’s interest is to encourage workers to organise their 
knowledge, workers may be reluctant to do so if they feel that such efforts will 
negatively affect them through diminishing their power or status; for example being 
replaced by new employees. Such concerns by workers mean that they may not 
participate in the organisational knowledge management process if they perceive 
negative personal consequences from doing so (Birasnav, 2014). The focus groups 
discussions for this study included the issue of knowledge ownership and participants 
were encouraged to give their views on ownership. The focus groups discussions also 
included whether employees feel like the relationship between employees and the 
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employer can restrain knowledge management being shared and transferred between 
employees. 
2.4.1 Knowledge Sharing and Hoarding  
The sharing and communication of knowledge also involves preparedness from the 
employees participating in the knowledge transfer processes (Birasnav, 2014). Shared 
organisational resources are referred to as public goods, as anyone can utilise them 
whether they have contributed to their development or not. The problem for an 
employee is that there are potentially positive and negative consequences to both 
sharing knowledge, and contributing to public good, and hoarding their knowledge and 
acting as a free-rider. The negative consequences are that knowledge sharing can be 
time consuming and there is a risk that individuals are impacting a source of individual 
power and status (Omotayo, 2015). Employees, who regard knowledge as power, may 
start hoarding their knowledge and manipulating it to ensure their own success.  
Many manufacturing organisations give bonuses or rewards to their employees if they 
have performed well. This could create a situation where individuals want to ensure 
their own position and earn those incentives by using other employee’s knowledge but 
not giving anything in return. Another potential limitation for workers’ attitudes towards 
knowledge sharing is affected by an over-rational view of how people think and act. 
Indecision about one’s own position, can, for example, lead a person to be unwilling 
to share knowledge (Omotayo, 2015). Individuals may have a sense of feeling that 
exposing personal knowledge makes them exposed. This issue of feeling exposed 
was also discussed with the participants during the focus groups. This ensured that 
participants were at ease when they took part in the focus groups and filling in the 
questionnaire. Commitment and trust as a basis for knowledge transfer is also minimal 
unless people are confident that the knowledge gained from the process is of good 
quality (Hislop 2013, 140-143). 
2.4.2 Commitment and Trust  
Commitment can affect employees’ knowledge sharing attitude. Procedural justice 
represents the extent to which organisational decision-making processes are fair, with 
fairness being related to how much people are involved in decision-making processes 
(Omotayo, 2015). Communicating and clarifying expectations will explain to 
employees what is required from them and why choices are made. Employee 
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participation in the decision-making process provides premises for psychological 
ownership, where people feel that their effort and ideas are recognised, which is also 
linked to their level of organisational commitment. In other words, the level of 
commitment has an effect on a worker’s knowledge sharing and attitude, as well as 
loyalty to his/her organisation and knowledge management activities (Donate & Mario, 
2015). 
Interactive trust shapes employees’ approaches in the knowledge sharing process, 
since it has generally been proven that the lower the level of trust a person has in 
someone else, the less willing they will be to share knowledge with them (Hislop 2013, 
p.144). Positive expectations can refer to a feeling that an employee is willing to share 
knowledge in the sense that it will be shared at some point in the future. However, 
there are no guarantees for receiving anything in return, which can negatively affect a 
person’s willingness to provide knowledge in the future. Trust is not developed only in 
individuals but also in groups, teams and the organisation at large (Kimiz, 2017). This 
type of trust has an equally important influence on an employee’s willingness to share 
knowledge. Institution-based trust refers to the extent to which people trust the 
organisation to provide a working environment conducive to positive knowledge 
sharing (Omotayo, 2015). The manager-employee relationship is also important. The 
better the level to which employees trust their managers, the more likely there will be 
a positive attitude towards sharing knowledge with colleagues. 
The other type of trust is what is called affect-based trust, which relates to trust and 
relationships between colleagues. When affect-based trust exists between colleagues 
at a group level, people will become more sensitive to other’s needs (Ali, 2017). They 
are prepared to help them, not because it is anticipated or might lead to future rewards 
but simply because their help is needed (Ali, 2017). Employees are more likely to 
engage in the knowledge transfer process instead of just not sharing or judging. If 
cooperating and sharing experiences happens on a consistent basis it can tighten the 
group’s understanding and it permits employees to have time to form that trust (Ali, 
2017). Social capital mentions that trust to some people such as suppliers and 
customers, means they are more comfortable to share knowledge with specific 
workers due to the interpersonal trust gained through relationships (Birasnav, 2014). 
Social capital can also include the resources people access through these 
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relationships which are important in the context of knowledge-concentrated 
organisations and employees (Omotayo, 2015).  
2.4.3 Culture Practice-based Theory  
The theory assumes that cultural background affects a person’s ability to gain and 
understand knowledge (Donate & Mario, 2015). Culture plays a role in knowledge 
transfer but in a different manner. Employees’ willingness to share their knowledge is 
shaped and influenced by the employee’s national cultural characteristics (Donate & 
Mario, 2015). For example, Hofstede’s cultural dimension theory classifies Finland to 
be an individualistic country where personal achievement is emphasised (Becerra-
Fernandez & Sabherwal, 2015). Therefore, it could be assumed that individualism is 
also practiced in the case of organisations since they are only operating in Finland 
(Becerra-Fernandez & Sabherwal, 2015). Employees in manufacturing usually serve 
their clients and customers individually, which means that their accomplishments are 
directly linked to their interpersonal input (Birasnav, 2014). This could possibly mean 
that personal achievements in general are emphasised in the manufacturing field.  
2.4.4 Motivation and Incentives  
Knowledge is a resource locked in the human mind (Peyman, 2017). Sharing and 
communicating knowledge are intangible activities that require willingness from an 
individual who participates in such processes. It is suggested in other scholarly work 
that knowledge sharing should be naturally rewarded. Individual-pay-for performance 
can be enriched by material rewards such as a bonus or a promotion (Omotayo, 2015). 
Team based rewards on the other hand, refer to an activity where the whole group is 
rewarded when set objectives are reached. Incentives of these types could also 
improve the possibility that employees are more willing to share their knowledge 
amongst colleagues because they know that their knowledge as a whole can assist in 
improving the team and achieve better results (Omotayo, 2015). It is important to have 
an unbiased reward or incentive system as, if the systems used is deemed biased, it 
can lose credibility with employees (Ali, 2017). The approach does not only encourage 
individuals or groups to share knowledge willingly, but it reinforces an understanding 
of an organisational trust culture (Becerra-Fernandez & Sabherwal, 2015). Knowledge 
transfer takes place more readily in organisations where a culture of trust and 
cooperation exists. 
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2.5 ACTIVITIES THAT CAN AFFECT KNOWLEDGE MANAGEMENT 
A knowledge management strategy comprises a decision of actions that are important 
to progress the firm’s knowledge resources. Organisations can use external or internal 
resources to enhance their employees’ knowledge (Becerra-Fernandez & Sabherwal, 
2015). Each knowledge transfer method serves its own unique function by transferring 
either tacit or explicit knowledge, or both, and according to the situation each company 
should use a method that matches their desired outcomes (Birasnav, 2014). The main 
purpose of each activity is to improve employees’ knowledge and therefore improve 
their performance which will have an effect on the organisational knowledge 
management process (Birasnav, 2014). 
The activities that were identified as taking place at different times in the organisations 
were mentoring, group work, story-telling, networking and training.  
2.5.1 Mentoring  
Ali (2017) states that a mentor is a person who helps another to think things through. 
Traditional mentoring is related to a method of informal transmission of knowledge, 
social capital and support between an experienced person (mentor) and an 
inexperienced person (mentee) (Ali, 2017). In this method, the mentor is guiding and 
training individuals who are willing or capable to develop their knowledge. The mentor 
is sharing knowledge about a particular job or industry by aiming to increase the 
mentee’s growth, knowledge and skills (Kimiz, 2017). The basic foundations for the 
mentoring method are willingness, trust and commitment towards the process (Kimiz, 
2017). The goal of mentoring is to enhance the individual’s professional skills and 
competencies together with actions to strengthen the self-esteem of a mentee. The 
mentors also benefit during the mentoring method, as they are reinforcing knowledge 
that they already know; therefore it becomes a strengthening process (Alex, 2016).  
In formal mentoring, goals and activities are established beforehand by the 
organisation, which should take place in a mentoring process in order to achieve 
targeted objectives (Alex, 2016). Informal mentoring on the other hand, is more subject 
free where the mentor shares knowledge that cannot be categorised, such as 
organisational values, attitudes, norms, policies and manners (Donate & Mario, 2015). 
The mentoring method can be taken to a deeper level, where it is known as coaching. 
Mentoring gives a mentee a profound understanding and knowledge about what is 
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needed in the job but in a coaching process, the mentee will be the one doing the 
actual work (Donate & Mario, 2015). The mentor-coach helps and encourages a 
person to take actions independently while still working together. The issue of 
mentoring was discussed during the focus groups discussions, and was used to 
engage the employees to give feedback as to whether this tool is useful when an 
organisation needs ways of knowledge sharing. 
2.5.2 Group Work  
Forming of groups in the knowledge transfer process is important in order to create 
and increase interaction among employees (Kimiz, 2017). Group members share 
common objectives set by the organisation or management. The outcome needed by 
the organisation encourages individuals to share their skills and knowledge with other 
members of the group and mostly it happens unconsciously through interaction and 
observation (Ali, 2017). During the group work employees can exchange opinions, 
share experiences and gain knowledge. The process of conversation and observation 
can result in employees finding ways to solve problems and improve their performance 
which will result in organisational development. Conflicts and disagreements will 
always arise from connecting with other members, but these can push employees to 
question existing processes and create new, better ways (Becerra-Fernandez & 
Sabherwal, 2015). In the organisations that are targeted by this research, the issue of 
group work was raised during the focus group discussions in order to find out how 
often it is used as a tool to measure whether knowledge can be transferred and shared 
through this platform of group work. 
2.5.3 Networks  
Employees in the organisations that are part of this study were encouraged to use 
networking as a tool to gain insight into either competitors, or similar role players, in 
their respective industries. The participants in the focus groups were asked to discuss 
in detail their views when it comes to how networking strengthens knowledge sharing 
and management in an organisation. 
Knowledge transfer can take place through conducting networks. Informal and formal 
networks are developed through interactions between employees within the 
organisation. It is key for employees to know which type of knowledge others have so 
they know from whom to ask for help in case needed (Omotayo, 2015). This type of 
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knowledge is highly tacit and usually a network is created between members working 
at the same level or department (Kimiz, 2017). Organisational team building, or other 
types of interactive activities that facilitate an opportunity for all the organisation’s 
employees to connect, is also important. Organisations can arrange platforms such as 
seminars or exhibitions in order to plant the seed of creating networks amongst its 
workforce. The platforms allow individuals to connect and create networks with other 
people sharing similar interests; for example, individuals specialising in the same area 
(Hislop 2013, p.156). Networks are sufficient to transfer knowledge within and outside 
the organisation. Networks arising outside the organisation can provide knowledge 
that can be used to reflect the organisations’ current status. Innovations and new 
procedures might also arise from those networks (Masa’deh, 2016).  
2.5.4 Stories  
Stories and storytelling have been adopted in management and organisational 
practices to achieve specific resolutions (Masa’deh, 2016). This approach has been 
used to communicate with, and connect individuals and organisations, and also as a 
method to share and store knowledge. It further offers opportunities for knowledge 
formation because stories provide and inspire the receiving person’s imagination 
(Peyman, 2017). Stories telling has many features; for example, stories are 
memorable, economical, entertaining and encouraging. Stories are easy to remember 
because information is turned into patterns and symbolic information when processed 
by the human brain (Peyman, 2017). Stories are convenient at many levels because 
they can be used on different levels. On an individual level, norms and values of an 
organisation can be transferred to new employees, whereas on a group level it can 
improve cohesiveness (Birasnav, 2014). Storytelling is also an ongoing process since 
people pass stories from person to person and generation to generation. Prevailing 
stories from the past are important because the future is built from past experiences. 
Different ethnic groups in South Africa have different ways to tell stories to the younger 
generation in order to pass a certain legacy. An example is that in Xhosa community 
elders will seat with young people and tell them their history so that they ca grow up 
with that knowledge. This is how the stories grow and move from generation to 
generation Knowledge expressed through stories is usually tacit, but it helps people 
to integrate and understand received knowledge (Birasnav, 2014). Experienced 
employees that have been with the organisation for a long period will be used to tell 
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stories to the new employees that still need to gain knowledge. This story telling was 
investigated during the focus groups discussions in order to share experience that are 
either positive or negative. 
2.5.5 Training  
Training is a process that is planned in an organisation in order to give new or current 
employees the skills that they need to perform their jobs. Training also targets the 
development of the abilities of the individuals by providing information that is new to 
the receiver. In brief, training is used to increase work-related knowledge (Dessler 
2013, p.272.). Training can be bought from external sources such as seminars and 
training programmes if the company itself does not have the required resources to 
train its employees (Sadeghi & Rad, 2018). External sources usually have fresh ideas 
and professional approaches to specific topics which can be matched with the 
organisations’ needs (Sadeghi & Rad, 2018). Training tends to be costly and needs 
lots of time, which is why mostly only a minority of the organisation’s employees get 
to participate. If an organisation wants to cover a larger area in participation, the 
organisation itself can implement training programmes which are in-house and less 
costly (Masa’deh, 2016). The company may choose a manager or a person with 
excellent professional skills to become a trainer. The selected person is automatically 
forced to reflect on his/her own work and the way to do things, which is important in 
order to pass such knowledge to other employees (Birasnav, 2014). Training can take 
place in formal places such as meetings or via the intranet, or it can be an informal 
situation such as a lunch break with the colleagues. In this way new knowledge will 
gradually become distributed among all employees (Becerra-Fernandez & Sabherwal, 
2015).  
Training as one of the important issues that can affect the effectiveness of knowledge 
management was discussed during the focus groups and included in the questionnaire 
as one of the questions to be answered by the participants. Participants indicated 
during the focus groups if training had assisted them in the past to improve their 
knowledge management skills or whether it added value as they would have like it to 
in their quest for knowledge transfer. 
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2.6 CONCLUSION 
The purpose of this chapter was to examine the scholarly contributions and the body 
of knowledge relevant to understanding and evaluating factors that have an influence 
on the effectiveness of knowledge management in an organisation, and the factors 
forming the foundation of the choices of creating a knowledge management system in 
the organisation. 
This chapter provided descriptions as to what theoretical sources and scholars have 
to say about knowledge management. This included how knowledge management is 
described and how it can be split into different categories. 
The famous Nonaka model theory on knowledge management was included with its 
four key pillars. They were discussed at length in order to give some background on 
knowledge management and factors that have an effect on knowledge in different 
organisations. 
The second part of the chapter was to review literature that talk about factors that have 
an impact on knowledge management and the transfer thereof. 
The last part of the chapter dealt with activities that have an effect on knowledge 
management and how this study dealt with the different activities highlighted. 
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CHAPTER THREE: RESEARCH METHODOLOGY 
3.1 INTRODUCTION  
This chapter presents the methodology which has been adopted to conduct this 
research study. The research objectives have been presented in Chapter one. The 
primary objective of the study was to identify and evaluate the factors that influence 
the effectiveness of knowledge management in an organisation, focusing mainly on a 
food processing organisation in the Nelson Mandela Metropolitan Municipality. The 
secondary objectives were identified as the following: first to determine the role of a 
communication gap between employees and management and how it can influence 
the effectiveness of knowledge management in an organisational environment. The 
second objective was to explain how the concept of knowledge management, if 
managed correctly, can influence and improve organisational performance. The third 
objective was to determine the effect of Information sharing and how it could influence 
the effectiveness of knowledge management in an organisation. The fourth objective 
was to determine how employee morale can influence the effectiveness of knowledge 
management in an organisation. The fifth and last objective was to explain how 
employee tenure can improve knowledge management in an organisation. 
Research methodology is a process of planning research, which is how to go about 
doing research. In more meaningful terms, it is a process of finding solutions to the 
research problem by using scientific and systematic methods (Cherry, 2017). 
Research methodology involves various steps such as formulating the research 
problem, looking for methods to solve the research problem, and selecting the most 
suitable method for finding a solution and choosing various tools and techniques for 
doing research (Flick, 2015). The research methodology differs from problem to 
problem, depending on what the needs of doing the research are. Research 
methodology is not just about the techniques that are used to gather information, or 
separate the gathered information; rather it likewise talks about the explanations 
behind picking those techniques and how they were picked (Flick, 2015). Since decent 
research is one that can be reproduced and revised for dependability, it is important 
to simplify and legitimise in detail, why and how every last choice in the process was 
made. All the significant data relevant to the issue under examination ought to be made 
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accessible notwithstanding the past examinations or writing effectively present 
(Bradley Shaw, 2017).  
3.2 RESEARCH APPROACH 
There are various research approaches available that were evaluated for the purposes 
of this research; namely qualitative, quantitative and mixed methodologies. Qualitative 
research is defined as a research method that emphasises the attaining of data 
through open-ended and informal statements. This method does not only concentrate 
on what people think, but also focuses on why people think the way they do. 
The quantitative research approach focuses on the statistical, numerical analysis or 
mathematical analysis of data collected. The data is collected through methods such 
as questionnaires, surveys and polls. This data is then converted into a meaningful 
form using computerised techniques that will give meaningful interpretations of a 
particular research topic. Quantitative research emphasises on putting the numerical 
data together and generalising the findings across different groups of people in order 
to add meaning to a particular topic of discussion. 
Mixed methods research is a method used to research any study by combining 
quantitative and qualitative methods into one study in order to provide a broader 
perspective. Researchers who use the mixed method approach, try to emphasise the 
research problem and use all approaches that are at their disposal in order to come to 
an improved understanding of the study being conducted. This approach assists the 
researcher not to focus on one type of methodology; therefore it covers various 
aspects of the study without limitations (Brannen, 2017) 
3.2.1 Why mixed method? 
The integration of quantitative and qualitative data in the form of a mixed method study 
has great potential to strengthen the rigour and enrich the analysis and findings of any 
factors that have an influence on the effectiveness of knowledge management in any 
organisation. By selecting the mixed method design, the study will be more 
comprehensive in that it will evaluate both qualitative and quantitative data. The size 
of the sample also played a role in influencing the choice of the mixed method, as only 
25 people were included in the study. This made it important to adopt the mixed 
method approach as the statistical information in a purely quantitative approach would 
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have limitations due to the small sample size, therefore it needed to be complemented 
with direct interviews and focus group discussions in order to have meaningful 
information and data. The decision was also influenced by the fact that the intended 
sample of participants were all going to come from the same industry which is the 
baking industry, therefore it was practical to conduct interviews and have a focus group 
discussion with the participants. The mixed method suited the kind of questioning that 
was prepared for the research in question.  
Another reason for choosing the mixed method was the integration component. 
Integration gives readers more confidence in the results and the conclusions they draw 
from the study (Brannen, 2017). The advantage of being able to triangulate the 
research findings due to the qualitative and quantitative components of the research 
motivated the decision to adopt a mixed method approach, and allowed for the use of 
several means like methods, data sources and researchers when conducting data 
analysis, which are detailed in the following sections of this chapter. The other 
justification for mixed method research was to look at the research questions in 
different angles and try to clarify any potential contradictions from the data collected. 
Mixed method research includes gathering and analysing both quantitative and 
qualitative data. The quantitative data contains closed-ended information that gives 
results in numerical representation that was taken from statistical analysis. Qualitative 
data is more subjective and open-ended. Qualitative data allows for the voice and 
views of the participants to come through, as well as explanations of observations. 
After considering the methods debated in the quantitative and qualitative analysis, 
following are a few examples of how the methodologies may be mixed to provide a 
more detailed thoughtful insight of a research problem (Brinkman, 2014). 
 A researcher may collect data using a quantitative data instrument. The 
researcher will then gather a subset of participants in order to interview them 
as a follow up process to gather more detailed information about the responses 
given in a survey. These follow up sessions will assist the researcher to 
understand the results more thoroughly. 
 A researcher may do interviews to explore how individuals define or feel about 
a particular topic and then use that information to develop a more useful 
qualitative survey. 
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 The researcher can use focus groups to gather information concerning a topic 
and then uses a quantitative survey with a larger group to authenticate the 
answers of the focus group. 
These are just a few of the ways that methodologies may be combined in one study 
to create mixed methods research. It is important to understand some of the 
advantages and disadvantages of using a mixed methodology when doing a research 
study (Brannen, 2017). 
Advantages: 
 Quantitative and qualitative research methods have their own weaknesses. 
Quantitative research does not understand the context or setting in which data 
is collected. Qualitative research is sometimes biased and tends not to lend 
itself to statistical analysis and it limits generalisation of events. A mixed method 
tends to assist in that it accommodates these weaknesses by allowing for both 
exploration and analysis in the same study. 
 Mixed methodology allows the researchers to use all the tools at their disposal 
in order to collect more complete data. This kind of approach gives results that 
have a wider viewpoint of the overall issue or research problem. 
 The final results of a mixed methodology study may include both observations 
and statistical analyses. This means that the results are validated within the 
study. The use of both approaches in one study gives extra evidence and 
support for the findings. 
 The researcher in a mixed methodology is able to use both words and numbers 
to communicate the results and findings and this means that the results can 
reach and appeal to a wider audience. 
 The combination of methodologies assists the researcher to eliminate personal 
biases when doing the study (Brannen, 2017). 
Challenges: 
 It takes more time to collect both quantitative and qualitative data. 
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 The research in question may need more resources to collect data from both 
qualitative and quantitative data, and this was the case in this study as it was 
challenging to collect both sets of data 
 The procedures followed in the research tend to be more complicated and may 
lead the researcher out of a comfort zone, and this was encountered during this 
study as the researcher was out of his comfort zone 
 Mixed methodology needs perfect presentation when published or presented 
so that the audience can understand the procedures and the findings. 
3.3 NARRATIVE PHASE  
The narrative phase involved planning the study.  
3.3.1 Research approach  
The research population, sample, sampling size, sampling process and procedure and 
the setting are discussed in the next sections (Brinkman, 2014). 
3.3.1.1 Research population  
Ali (2017), defines a population as “the total number of units from which data can be 
collected,” such as individuals, facts, events or organisations. Brannen (2017), 
describes a population as all the elements that meet the criteria for inclusion in a study. 
Ali (2017), further defines suitability criteria as “a list of characteristics that are required 
for membership in the target population.”  
The criteria for inclusion in this study were:  
 Employees working in an organisation that focuses on food processing in 
NMMM. 
 Managers working and managing the processes in an organisation that focuses 
on food processing in NMMM. 
 Part time employees that work in an organisation that focuses on food 
processing in the NMMM. 
3.3.1.2 Sample  
Brannen (2017), defines a sample as “a proportion of a population.” The sample was 
chosen from employees and managers in an organisation focusing on baking. A 
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carefully selected sample can provide data representative of the population from which 
it is drawn (Mario & Donate, 2015).  
3.3.1.3 Sampling size  
Mario  and Donate (2015), assert that sample size does not influence the importance 
or quality of the study and note that there are no guidelines in determining sample size 
in mixed method research. Mixed method researchers do not normally know the 
number of people in the research beforehand; the sample may change in size and 
type during research. Sampling goes on until saturation has been achieved; namely 
no new information is generated (Brannen, 2017). In this study the total number of 
different categories of employees and managers that were listed was 25. The 
researcher worked in conjunction with management in choosing participants, based 
on their level of experience in working with matters that relate to knowledge 
management. There were 25 potential participants, of which all 25 participated in the 
study.  
3.3.1.4 Sampling process  
Alex (2016) refers to sampling as a process of selecting a group of people, events or 
behaviour with which to conduct a study. Brinkman (2014) confirms that in sampling a 
share that symbolises the whole population is selected. In this study the sampling was 
non-probable and purposive. According to Cherry (2017), in non-probability sampling 
researchers use their discretion to select the subjects to be involved in the study, 
based on their knowledge of the study topic. Purposive sampling was used in this 
study. Brannen (2017) describes purposive sampling as “a method of sampling where 
the researcher deliberately chooses who to include in the study based on their ability 
to provide necessary data.” The justification for choosing this approach was that the 
study was seeking knowledge about the factors that affect knowledge management in 
an organisation, which the participants would provide by virtue of their experience.  
3.3.1.5 Sampling procedure  
Sampling of the participants was done as follows:  
• The researcher sought the assistance of the employer and the managers of the 
organisation to identify potential participants.  
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• Possible participants were selected after the researcher pre-selected participants. 
• The research project was explained to the prospective participants who were on the 
short- list and they were asked personally if they wanted to take part in the research. 
 • Prospective participants were then selected for focus group discussions.  
• In the event of a problem with identifying participants who met the criteria for selection 
for the study, each eligible participant was asked to refer colleagues with similar 
experience. 
3.4 DATA COLLECTION  
According to Brannen (2017), a research instrument is a tool used to collect data. An 
instrument is a tool designed to measure knowledge, attitude and skills (Brannen, 
2017). Data were collected using questionnaires, observations, interviews and focus 
group discussions. Attaining data from participants with different experience levels 
limits information bias and thus increases reliability regarding the information (Kimiz, 
2017). This was the case in this study, as the participants were people with vast 
experience and therefore their information was reliable. 
3.4.1 Focus Group Discussion  
 Brinkman (2014) postulates that a focus group discussion is an interaction between 
one or more researchers and more than one participant for the purpose of collecting 
data. Brannen (2017) further states that in a focus group discussion, researchers 
interview participants with communal features, or experience, for the purpose of 
getting ideas, thoughts and perceptions about specific topics or certain issues related 
to an area of interest. In this study the researcher did different focus group discussions 
with the participants at different times due to availability. The highest number of people 
that attended a session was eight participants. The rest of the focus groups were done 
at different times and dates due to availability of participants and a venue to conduct 
the sessions. 
3.4.1.1 Advantages of focus group discussion  
Brinkman (2014) states that a focus group discussion has the following advantages:  
• It is a cheaper and quicker way of obtaining valuable data.  
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• Colleagues and friends are more comfortable in voicing opinions in each other’s 
company than on their own with the researcher. 
• Participants are provided with an opportunity to reflect or react to the opinion of others 
with which they may disagree or of which they are unaware. 
Ali (2017) lists the following strengths of focus group discussions:  
• The energetic interaction among participants inspires their thoughts and reminds 
them of their own feelings about the research topic.  
• All participants including the researcher, have an opportunity to ask questions, and 
these will produce more information than individual interviews.  
• Participants can build on the answers of others.  
• The researcher can simplify clashes amongst participants and ask about these 
different views. 
3.4.1.2 Disadvantages of focus group discussion  
Ali (2017) highlights the following limitations of focus group discussions:  
• The researcher might struggle handling debates and monitoring the process more 
than in an individual interview. 
 • Some participants may be introverts while others might control the conversation and 
influence the conclusion, or perhaps even present bias.  
• The group environment can fail to inspire the individual, or it can be energetic and 
produce more data.  
• Recording data can present problems; it is not practical to take notes when many 
people are talking at the same time. However, tape recorders may record only those 
that are nearer.  
• Data analysis can be overwhelming.  
• Focus group discussions are not replicable. The validity and reliability of the findings 
are difficult to determine on their own. 
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3.4.2 Questionnaires 
The questionnaires were distributed to full sample, which was 25 respondents. The 
questionnaire focused on two sections, which were firstly the knowledge management 
systems in the organisation, and secondly, the characteristics of knowledge 
management in an organisation that can assist with improvement in business results. 
Questionnaires are an easy way of gathering data, as they are cost effective and they 
come directly from the source without much interpretation needed. This type of data 
gathering method ensures privacy of the participants as they can fill the questionnaires 
in their own time and space. The data collected does not pass through different hands 
but comes straight to the researcher. Questionnaires also assist with ensuring that the 
questions posed will give direct relevant information that is relevant to the topic of 
knowledge management and the factors that influence the effectiveness thereof. 
3.4.3 Anticipated Problems during Data Collection  
In this section, the potential problems which could happen during the data collection 
process are examined according to the direction that the study wanted to take.  
3.4.3.1 Situational contaminants  
The following factors contributed to errors in data collection:  
Some situational factors could influence the participants’ response adversely, 
including the participants’ being aware of the interviewer’s presence (Brannen, 2017). 
Environmental factors such as lighting, temperature and noise may impact the 
participants’ reaction. In this study, situational issues were excluded by the use of a 
well-ventilated and lighted room, chairs arranged in a circle to be nearer the tape 
recorder, and a ‘do not disturb” sign put outside the interview room, to limit access 
during the data collection session. 
3.4.3.2 Response set bias  
Personal characteristics of participants may influence their responses to questions, 
resulting in the phenomenon of social desirability of response, extremity of responses 
and agreement. The interview technique, explanation of the purpose of the research 
to the participants and assurance of confidentiality as well as the signed consent form 
were useful in reducing the above traits. 
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3.4.3.3 Short-lived personal factors  
Some temporary states of participants, such as anxiety and fatigue, could influence 
their response. To limit this, the interview was scheduled for the morning between 
09h00 and 11h00. 
3.4.3.4 Administrative variations  
Administration variations are a challenge during data collection. In this study use of 
the tape recorder was practised and implemented. The researcher put batteries in the 
tape recorder as a back-up in the event of a power failure. The researcher also 
obtained extra audio cassettes in case the one in use was full. The researcher 
operated the tape recorder, a colleague was appointed to take field notes and a 
housekeeper organised tea. 
3.4.3.5 Researcher bias  
The researcher was the main conductor of the study in the participants’ natural 
environment. This could lead to misrepresentation of the findings of the study. The 
researcher practised bracketing as well as reflexivity to overcome this problem. The 
researcher also went back to participants to confirm and simplify their responses. 
3.4.4 Research Instrument  
In this study the researcher was the primary data collection instrument because the 
data from participants were in the form of words in the context of the research problem. 
This approach allowed greater freedom in providing answers; therefore the employees 
and managers were able to provide in-depth information regarding the study. To 
ensure the integrity of the data collected, the researcher put aside his predetermined 
thoughts by writing down his opinion on the topic. This allowed flexibility in the 
collection of data. The participants were not guided by the researcher’s prior 
knowledge of the study, but by their own experience.  
3.4.4.1 Research method  
Data was collected by means of a focus group discussion. The rationale for choosing 
this method was to:  
• Attain different viewpoints on the study under investigation.  
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• Simplify unclear questions because negotiation was used.  
• Detect non-verbal communication.  
• Avoid researcher bias and approach the study without predetermined ideas 
(Brinkman, 2014).  
3.5 DATA COLLECTION TECHNIQUES  
The researcher was the main research instrument in this research. The role of the 
researcher was to collect information during the interviews, observations and focus 
group discussions.  
3.5.1 The Researcher’s Role  
The researcher introduced himself to the participants to create a relationship. The 
participants were informed about the purpose of the study. 
The researcher was the facilitator of the focus group discussion. A colleague was 
asked to take notes and operate the tape recorder. The researcher maintained open-
mindedness and skills in prompting information. The environment was non-
threatening; all the participants were introduced to one another. The participants sat 
in a circle for better communication, to ensure productivity as well as comfort in 
disclosing information. The researcher established the following ground rules:  
• No use of mobile phones during the interview.  
• Only one person to talk at a time.  
• Participants to address one another with respect.  
These rules were necessary for the smooth running of the focus group. The researcher 
put the participants at ease and introduced the topic to be discussed. Questions were 
asked inductively, proceeding from general to specific using a semi structured 
interview guide prepared before the session. All the participants were involved. Ethical 
issues, in particular, confidentiality, were addressed. The participants were asked to 
keep the discussion confidential. 
According to Brannen (2017), facilitators must have social and refereeing skills to 
guide the participants to interact efficiently and apply control over the topic and 
participants, without guiding the discussion or compelling the participants. The 
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researcher also should be able to use the tools required to support data collection. In 
order to collect data effectively while at the same time limiting problems, the 
researcher practised the use of the tape recorder in preparation for the interview to 
enhance his confidence. 
3.5.2 Focus Group Technique  
The researcher used the following technique for the group discussion:  
• The researcher conducted the focus group discussion with the participants using an 
interview guide with semi-structured questions.  
• The researcher maintained eye contact with the participants.  
• The researcher used grand as well as mini tour questions to prompt information from 
participants. Grand tour questions were broad questions asked to introduce the topic 
such as “What is your opinion of factors affecting knowledge management?” The mini 
tour questions were specific questions such as “What tools are available to manage 
knowledge in your organisation?”  
• The interview techniques of probing verbal and non-verbal responses were used. 
These included probing or “exploring”, silence, prompting as well as summarising 
(Flick, 2015).  
The researcher used phrases such as “Could you elaborate more on that point?” and 
maintained eye contact to encourage participants to continue speaking. The 
researcher summarised the last statements of the participants and encouraged more 
talk. 
• The researcher used a semi-structured interview guide, but the line of questioning 
and responses from participants maintained flexibility and consistency. 
• The researcher asked if there were more questions or comments. This assisted in 
closure of the interview. The researcher summarised the interview proceedings by 
restating in his own words the ideas and opinions of the participants, to ensure 
understanding. The participants were told of the need for follow-up interviews should 
there be any aspects that were not clear. 
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3.5.3 Process of Recording Discussion Data  
During the focus group, data collected were recorded on audiotape and field notes 
were taken simultaneously by a non-participant to enrich the taped discussions.  
3.5.3.1 Note taking during the discussion  
Brannen (2017) believes note taking is an important activity, but it might disturb the 
participants. To limit this, the researcher informed the participants that notes would be 
taken during the interview.  
• A non-participant took notes so that non-verbal behaviour of the participants as well 
as the researcher’s reactions and comments could be recorded. 
• This method of collecting data acted as a back-up of the information obtained on the 
audiotape. Note taking was done discreetly to avoid distracting the participant. 
3.5.3.2 Tape-recording the discussion  
The following factors were considered by the researcher to ensure a successful 
discussion:  
• Permission to use the tape recorder was sought before the discussion All the 
participants consented to its use.  
• Use of the tape recorder enabled the researcher to maintain eye contact with the 
participants. Preservation of participants’ words during data collection is very 
important. The following tips enabled the success of the discussion:  
• The tape recorder was positioned close enough between the researcher and 
participants to record the conversation. 
• A “do not disturb” sign was posted on the door to ensure silence. The other members 
of staff were reminded about the discussion that was in progress.  
• The tape recorder was tested prior to the discussion to ensure that it was in good 
working order. The electric socket in the room was also tested before the discussion. 
Batteries were inserted in the tape recorder in case of electric power failure. The audio 
tapes were labelled properly for the discussion with dates and pseudonyms such as 
a5/05/04/ff.04. This represented the date of the discussion, the name of the setting, 
the gender and number of participants in the group. 
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3.6 ETHICAL CONSIDERATIONS  
This relates to moral standards that the researcher should consider in all research 
methods at all stages of the research design. After approval from the Nelson Mandela 
University was obtained to conduct the study, permission was obtained from the ethics 
committee of the university as well. The researcher followed three principles of the 
Belmont Report; namely beneficence, respect for human dignity as well as justice (Ali, 
2017). 
3.6.1 Principle of beneficence  
This principle means “above all do no harm.” This principle contains broad dimensions 
such as freedom from harm and exploitation as well as the researcher’s duty to 
evaluate the risk and benefit ratio (Cherry, 2017). 
3.6.1.1 Freedom from harm  
In this study physical harm was not a consideration; however, the researcher bore in 
mind that the potential psychological consequences needed sensitivity. The 
researcher was sensitive to the participants’ emotions when using probing questions 
that could psychologically harm the participants. The researcher told the participants 
that if they felt that some parts of the discussion were too much for them they were 
free to withdraw from the study or choose not to answer the questions. 
3.6.1.2 Freedom from exploitation  
Participants in a study should be protected from adverse situations (Mats Alvesson, 
2018). They should be assured that information that they provide to the researcher, or 
their participation, will not be used against them. The researcher-participant 
relationship should not be exploited (Brannen, 2017). The tapes and written narratives 
were safely stored and will be destroyed after the study. 
3.6.1.3 Risk and Benefit ratio 
The researcher should consider the risk-benefit ratio and keep risk to the minimum 
(Flick, 2015). The participants benefited by sharing their ideas with their peers as well 
as improving their knowledge regarding factors affecting knowledge management. 
The participants were also satisfied that the information that they provided would help 
in improving the standard of knowledge management in an organisation. 
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3.6.2 Principle of Human Dignity  
This principle includes the right to self-determination and full disclosure (Flick, 2015). 
3.6.2.1 Right to self-determination  
This principle means that prospective participants should not be forced into taking part 
in the study (Mats Alvesson, 2018). Participants have the right to decide whether to 
participate without incurring any penalty. Participants were approached, and the 
purpose of the study was explained. No remuneration was offered, and they were 
informed of the opportunity to withdraw at any stage of the research. Verbal and written 
consent were obtained. Individuals who refused to participate were not forced.  
3.6.2.2 The right to full disclosure  
Full disclosure means the researcher has fully explained the nature of the study, and 
the person’s right to refuse participation. Self-determination is dependent on full 
disclosure (Ali, 2017). The researcher shared the aim and purpose of study, the type 
of interview technique and other data collection procedures with the participants. 
3.6.3 The principle of Justice  
This principle includes the participants’ right to fair treatment and privacy (Brannen, 
2017).  
3.6.3.1 The right to fair treatment  
Fair treatment includes that fact the selected participants’ inclusion was based on the 
requirements of research (Kimiz, 2017).  
• There was non-prejudicial treatment of participants who refused to take part or those 
who withdrew.  
• The participants had access to the researcher at any point in the study to clarify 
information.  
• Sensitivity to, and respect for, the participants’ beliefs, habits, lifestyles, culture and 
emotions was maintained.  
• Courteous treatment at all times.  
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• The sampling method was purposive with the purpose of selecting participants with 
experience. 
3.6.3.2 The right to privacy  
This means that the information provided by participants will not be shared without 
their permission. As the study was conducted in the participants’ natural setting; there 
was no intrusion of privacy with regard to information provided. Anonymity was 
therefore upheld. Anonymity is the inability to link information to participants. This was 
achieved by tape-recording the discussions  (Flick, 2015). The participants were 
assured of confidentiality verbally and in the written consent form. The following 
precautions were used to ensure confidentiality:  
• The list of names, transcriptions and notes were kept in a locked safe.  
• The list of names was kept separate from recordings, transcription and notes.  
• No names were attached to the tapes or transcription or notes. 
3.7 QUESTIONNAIRE DESIGN AND DEVELOPMENT 
In this research, a questionnaire was also used as a research instrument. The field 
data was collected through two structured questionnaires addressed to employees 
and managers respectively. They are attached as Annexures XX and YY??. The 
questionnaires were pre-tested to test their reliability and validity for the research. 
3.8 CONCLUSION  
This chapter described the research methodology. The purpose of a research design 
is to maximise valid answers to a research question. This was achieved by using a 
non-experimental, mixed method exploratory-descriptive approach that was 
contextual. The researcher was the main data collection instrument. Data was 
collected by means of questionnaires, interviewing, observations and focus group 
discussions amongst the participants. The researcher made sense of the data by using 
a descriptive method to analyse it and also ensured that the data was trustworthy. 
Observing the principles of beneficence, human dignity as well as justice ensured that 
the participants were morally and ethically protected. Chapter 4 discusses the data 
analysis and findings. 
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CHAPTER 4: EMPIRICAL RESULTS AND ANALYSIS 
4.1 INTRODUCTION 
The wave of knowledge that gets lost by the organisation during transitions like layoffs, 
retirements, resignations, mergers, promotions and job structure changes gave rise to 
the need for this study. The business loses money and time in training new employees, 
thus these losses happen when businesses replace the human resources that have 
left the business. However, in most instances if there was proper knowledge 
management the risk would have been minimal (Alex, 2016). 
One objective of this research was to study and evaluate the factors that influence the 
effectiveness of knowledge management in an organisation, focusing mainly on the 
baking industry business in Port Elizabeth. The objectives were to determine the role 
of the communication gap between employees and management and how it can 
influence the effectiveness of knowledge management in an organisational 
environment. The second objective was to explain how the concept of knowledge 
management, if managed correctly, can influence and improve organisational 
performance. The third objective was to determine the effect of Information sharing 
and how it could influence the effectiveness of knowledge management in an 
organisation. The fourth objective was to determine how employee morale can 
influence the effectiveness of knowledge management in an organisation. The fifth 
and last objective was to explain how employee tenure can improve knowledge 
management in an organisation. 
This chapter defines the analysis of data followed by a discussion of the research 
findings. The findings talk to the research questions that channelled the study. It was 
important to analyse the data collected in order to test the research tool provided in 
Chapter 1 and provide comprehensive insights about the research questions. As 
already indicated in the chapters before this one, data is interpreted in a descriptive 
form, meaning that that data observations were presented in a format that is uniform 
and followed a certain sequence. This chapter comprises the analysis, presentation 
and interpretation of the findings resulting from this study. In the analysis and 
interpretation of data two phases were used. The first part, which is based on the 
results of the questionnaire, deals with a quantitative analysis of data. The second, 
which is based on the results of the focus groups discussions, is a qualitative 
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interpretation. Data collected through the questionnaire was analysed through doing 
a frequency analysis in different categories that relate to the research objectives. This 
meant that the subjects’ responses for each individual question were described in 
terms of their frequency of occurrence. The feedback to the questions, which are 
quantified, are then put together and formulated in percentage (frequency) forms. The 
analysis of the feedback and response from the subjects is presented in tabular form.  
The methodology used was to collect and gather data from the employees in the 
organisation. Data was collected through questionnaires, observations, interviews and 
focus groups.  
The usage of a structured questionnaire was to assist to determine factors that 
influence knowledge management in an organisation. The questionnaire was broken 
into two parts, where part 1 mainly focused on getting information relating to 
knowledge management systems. Part 2 of the questionnaire focused on 
characteristics that are in an organisation that can assist in enhancing knowledge 
management in an organisation. 
The observations were done while the employees who were participants in the 
research, were performing their functions. This method was to assist in getting more 
hands on data to see if the participants know how knowledge is supposed to be 
managed while performing their duties. 
The interviews and focus groups were conducted interchangeably during the focus 
groups discussions. During the focus groups discussions each participant was 
interviewed separately in order to get all the information and ensure that there is not 
misinterpretation of the required information. 
Focus groups discussions were the main data collection tool. The focus groups were 
done at different times based on availability of the participants. The focus groups were 
held in a controlled environment that focused on getting data that relates to factors 
that have an influence on the effectiveness of knowledge management in an 
organisation. 
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4.1.1 Research Questions 
The following key questions were formulated in order to assist with the research 
problem: 
 What is the role of an organisation in ensuring that factors influencing 
knowledge management are treated as important? 
 Which factors influence knowledge management?  
 What is knowledge and how can it be measured?  
 How do employees in an organisation deal with the factors that can influence 
knowledge management?  
 What intervention can be used by organisations, to improve on the factors that 
influence knowledge management negatively? 
4.1.2 The Research Sample  
The criteria used for sample inclusion in this study were:  
• Employees working in an organisation that is focusing on food processing in  NMMM. 
• Managers working and managing the processes in an organisation that is focusing 
on food processing in NMMM. 
• Part time employees that work in an organisation that is focusing on food processing 
in the NMMM. 
4.2 METHODS OF DATA ANALYSIS AND PRESENTATION OF DATA  
Descriptive statistical analysis was used to identify frequencies and percentages to 
answer all of the questions in the questionnaire. It was noted that not all participants 
gave full answers to all of the questions, therefore percentages reported correspond 
to the total number of participants answering the individual questions.  
In this study the total number of different categories of employees and managers that 
were listed, was 25. The researcher worked in conjunction with the management in 
choosing participants, based on their level of experience in working with matters that 
relate to knowledge management. There were 25 potential participants, of which all 
25 participated in the study. In this study the sampling was non-probable and 
purposive. The justification for choosing this approach was that the study was seeking 
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knowledge about the factors that affect knowledge management in an organisation, 
which the participants would provide by virtue of their experience.  
Data were collected during the focus group discussions. Attaining data from 
participants with different experience prevents information bias and thus increases 
reliability regarding the information. In this study the researcher interviewed 
employees and managers who interact and work with knowledge management issues 
most of their time. 
4.2.1 Data Collected and Coded 
During the focus groups, data collected were recorded on audiotape and field notes 
were taken simultaneously by a non-participant to enrich the taped discussions. A non-
participant took notes so that non-verbal behaviour of the participants, as well as the 
researcher’s reactions and comments, could be recorded. Use of the tape recorder 
enabled the researcher to maintain eye contact with the participants.  
In this study trustworthiness was ensured by the researcher laying aside his 
predetermined ideas about the study under investigation and by returning to 
participants to ascertain whether the recorded description was a true reflection of their 
experience. 
4.3 QUALITATIVE INTERPRETATION OF RESULTS  
Focus group discussions were planned at different times and dates due to availability 
of the participants. The focus groups discussions took place at a well setup venue, 
with specific requirements like lighting, writing tools, chairs and controlled noise levels. 
The focus groups were open discussions about factors that influence the effectiveness 
of knowledge management in the organisation. The participants raised quite a number 
of factors, but it was noted that Communication, Employee tenure, Information sharing, 
Mentoring and training were the main factors that they felt needed to be discussed at 
length. 
Communication was described as a tool to communicate between employees in the 
organisation. The employees did not have to be from the same department but 
employees that can share knowledge for the benefit of the organisation. The 
participants during the focus groups indicated that in the organisation currently, there 
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was a lack of communication and therefore knowledge management is not happening 
as it was anticipated to be. 
The focus group discussions indicated the employee tenure does have an influence 
on the effectiveness of knowledge management in an organisation. The discussions 
indicated that employees who have a longer tenure in the organisation need to take 
accountability when it comes to knowledge management. The expectations from the 
participants was that the more years an employee has spent in the organisation, the 
more knowledge they have to share and manage within the organisation. The 
participants indicated that the longer the tenure of the employees in the organisation 
the more the stability of knowledge management in the organisation. The participants 
in the focus groups indicated that the longer the employee tenure is, that is an 
indication of employees being happy in the organisation and the employee portrays 
the organisation’s reputation. 
Information sharing was another factor that came out strongly during the focus group 
discussions. The indication from the participants was that if information sharing is 
limited in an organisation, it can influence the effectiveness of knowledge 
management. The participants felt that the organisation needs to drive and encourage 
employees to share information across departments. The participants’ belief is that by 
sharing information between departments, this will improve knowledge management 
in that employees in different departments can be aware of what other departments 
are doing. The participants termed this transition as knowledge transfer during the 
discussions.  
The results of the focus groups indicated that training is one the factors the participants 
felt could influence the effectiveness of knowledge management in an organisation. 
The participants indicated that if the organisation trains employees on how to manage 
knowledge, the training will enhance the employees’ ability to take care of the 
organisation’s knowledge base. The participants indicated that the training can either 
be formal or informal. Formal training would be conducted by the human resources 
department through internal processes like staff who have longer tenure or are 
deemed experts in their field. The informal training would be when employees share 
knowledge and tools amongst themselves as to how to manage knowledge in the 
organisation. 
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Mentoring was also another factor that the participants in the focus groups indicated 
as something that needs attention from the organisation. The participants in the group 
discussions indicated that mentoring is a factor that could have an influence on 
effectiveness of knowledge management. Mentoring is done when senior staff in the 
organisation share their expertise with junior staff and in so doing, impart their 
knowledge to junior staff. This kind of knowledge transfer was raised by the 
participants during the discussion as a way of both developing the junior staff and also 
keeping knowledge within the organisation. 
To complement the feedback and to satisfy the gaps left in the questionnaire, the 
qualitative approach was used in order to fulfil the study. The approach used looked 
more likely to give more information and to disclose more detailed information. The 
description of qualitative research is that it is concerned with trying to achieve a clear 
understanding of the problem under review in a more complex way than in the 
generalised way that is the outcome of questionnaires (Clark & Ivankova, 2015). This 
methodology is used to get information about how people think, feel and act and what 
they know (Al-Mamary, Shamsuddin, & Aziati, 2014). This section of the research was 
conducted in two ways, through individual interviews and focus group discussions 
consisting of 18 people. The information collected was presented in a narrative form 
that includes the description and analysis of data. This section reflects on the results 
of the interviews and focus group discussions conducted with interviewees. It presents 
the analysis of their verbal responses during the interviews and focus group 
discussions. The following key questions were formulated in order to assist with the 
research problem: 
 What is the role of an organisation in ensuring that factors influencing 
knowledge management are treated as important? 
 Which factors influence knowledge management?  
 What is knowledge and how can it be measured?  
 How can employees in an organisation deal with the factors that can influence 
knowledge management?  
 What intervention can be used by organisations, to improve on the factors that 
influence knowledge management negatively? 
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From the discussions and interviews held with the subjects, the researcher was able 
to assume that the interpretation of meaning is absolutely important. The reason for 
this was to ensure that all the participants understood the questions in order to give 
meaningful answers. This approach demanded the use of language in such a manner 
that it is fully understood and simple to the audience. This was achieved by ensuring 
more literal expressions were chosen than vaguely constructed ones. The results 
reveal that the approach employed by the researcher was effective because it left most 
of participants in the focus group knowing more about the topic, which is knowledge 
management, than before joining the focus group. 
4.4 FURTHER TASKS   
After listening to the focus group presentations that were recorded, the researcher 
went to interview some of the participants on an individual basis in order to understand 
if they understood the main reason of being part of a focus groups. The researcher 
asked the participants to interpret the questions and discussions in the focus groups 
in their own ways. Most of them were able to relate what the focus groups were about, 
as most have encountered their own frustrating moments that relate to factors that 
affect knowledge management within their own work areas. 
The majority of the target participants indicated that they had understood the 
importance of the matter during the focus groups; there were only a few people who 
were not comfortable with some of the questions they had to answer or discuss in a 
group environment. They believe the focus group had not been specifically adapted to 
suit the kind of discussion. Their own view was that people tend to say less when in 
groups while they would contribute more if they were in their own comfort zones.  
4.5 LIMITATIONS OF THE STUDY  
This research, as it is often the case with social research, also encountered certain 
challenges, such as employee resistance as they feared victimisation if they aired their 
views. Many employees argued that it is not proper to inquire into management’s 
behaviour as it can be viewed as challenging authority. Most of the subjects were 
reluctant to volunteer information despite the assurance that they would remain 
anonymous. These employees pointed out during their interviews that the questions 
asked were not fair to them or they were not given enough time to prepare answers. 
Some indicated after the focus group that the study was a bit hard for them to give 
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their honest full opinions as there were questions that related to ethical issues. The 
researcher also discovered that some were unwilling or unable to give details of their 
own shortfalls when it comes to knowledge management issues and the factors that 
they believe affect the management thereof. Notwithstanding these problems, the 
responses obtained are genuine. 
4.6 RESEARCH FINDINGS  
The following observations were drawn from the results of the questionnaires, the 
interview and focus group discussions held with 25 subjects. The focus groups had 
different attendance numbers at times due to availability of the participants. The 
highest number of people that attended one session was eight participants. Table 4.1 
below depicts the demographics of the respondents. 
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Table 4.1: Demographics of the Study 
 
As can be seen in Table 4.1, the sample consisted of 25 participants, of which 15 
(60.00 percent) were males and 10 (40.00 percent) were females. The majority of the 
respondents (32 percent) were between the ages of 51 to 63 years old. The remaining 
respondents fell into the following categories, 20 to 30 years (16.00 percent); 31 to 40 
years (24.00 percent); and 41 to 50 years (28.00 percent). Most of the respondents in 
this study were Black (44.00 percent); followed by White (24.00 percent); Coloured 
(24.00 percent); and Asian (8.00 percent) respondents. 
Table 4.1 also shows that, with regard to department the participants work in, the vast 
majority of the respondents (40.00 percent) were in the Finance department. The rest 
of the respondents were in the following departments, Sales (32.00 percent); 
Production (8.00 percent); Distribution (8.00 percent); Warehouse (12.00 percent). 
Table 4.2 below depicts the statistics for employee morale. 
 
 
 
Demographic Vraiables Frequence (N) Percentage %
Gender Male 15 60%
Female 10 40%
Total 25 100%
Demographic Variables Frequence (N) Percentage %
Age 20-30 4 16%
31-40 6 24%
40-50 7 28%
51-63 8 32%
Total 25 100%
Demographic Variables Frequence (N) Percentage %
Population Group Black 11 44%
Coloured 6 24%
White 6 24%
Asian 2 8%
Total 25 100%
Demographic Variables Frequence (N) Percentage %
Department Finance 10 40%
Sales 8 32%
Production 2 8%
Distribution 2 8%
Warehouse 3 12%
Total 25 100%
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Table 4.2: Employee Morale 
 
Employee morale explains 9.23 percent of the variance in the data. Factor loadings 
within the range of 0.668 and 0.493 were reported for this factor. Reported factor 
loadings were above the cut-off point of 0.4. Therefore, the scales measuring 
Employee Morale were proven to be valid. A Cronbach’s alpha coefficient of 0.581 
was reported. Thus, the scale measuring this factor is considered medium. 
In this study, employee morale refers to how the employees feel about being at work, 
which means whether they are happy or satisfied with their work.  
Table 4.3: Performance Improvement 
 
 
Table 4.3 illustrates that two (P1,P2) of the original items intended to measure 
performance improvement loaded together. Performance improvement explains 6.958 
percent of the variance of this data. Moreover, factor loadings range from 2.234 and 
1.472 with a Cronbach’s alpha coefficient of 0.553 reported, thus indicating medium 
levels of reliability for this factor. 
Mean if 
(deleted)
Var. if 
(deleted)
StDv. if 
(deleted)
Itm-Totl 
(Correl.)
Alpha if 
(deleted)
EM1 9.458333 16.74826 4.092464 0.029391 0.668947
EM2 9.291667 12.78993 3.576301 0.376644 0.503869
EM3 9.041667 11.7066 3.421490 0.527518 0.415245
EM4 9.083333 12.57639 3.546320 0.394374 0.493282
EM5 7.958333 12.4566 3.529391 0.393117 0.493566
Summary for scale: Mean=11,2083 Std.Dv.=4,42305 Valid N:24 (Data 
Bongani)
Cronbach alpha: ,581072 Standardized alpha: ,571352
Average inter-item corr.: ,218843
 variable
Mean if 
(deleted)
Var. if 
(deleted)
StDv. if 
(deleted)
Itm-Totl 
(Correl.)
Alpha if 
(deleted)
P1rev 3.625000 2.234375 1.494783 0.390547
P2 3.333333 1.472222 1.213352 0.390547
Summary for scale: Mean=6,95833 Std.Dv.=2,31214 Valid N:24 (Data 
Bongani)
Cronbach alpha: ,553033 Standardized alpha: ,561717
Average inter-item corr.: ,390547
 variable
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In this study, performance improvement refers to how the employees perceive that by 
managing knowledge at their work place, that will improve their performance in their 
respective departments. 
Table 4.4: Knowledge Management 
 
Three (KM1, KM2 and KM3) factors intended to measure knowledge management 
loaded together as expected. Factors the influence the effectiveness of knowledge 
management, explain 8.750 percent of the variance of this data and factor loadings 
ranging from 0.301 and 0.290 are reported. Furthermore, a Cronbach’s alpha 
coefficient of 0.2803 is reported, which indicates that the reliability of this factor is 
considered as too low to even consider. 
In this study, knowledge management refers to how knowledge is managed by 
different employees and management in an organisation and the effectiveness of the 
process thereof. 
Table 4.5: Communication Gap 
 
Table 4.5 indicates that three (CG1, CG2, and CG3) of the original items intended to 
measure the communication gap characteristics loaded together. Communication gap 
characteristics explain 9.292 percent of the variance in the data. Further, the factor 
Mean if 
(deleted)
Var. if 
(deleted)
StDv. if 
(deleted)
Itm-Totl 
(Correl.)
Alpha if 
(deleted)
KM1rev 5.625000 3.734375 1.932453 0.112663 0.301255
KM2 5.500000 2.750000 1.658312 0.254824 0.000000
KM3 6.375000 4.734375 2.175862 0.108568 0.290429
Summary for scale: Mean=8,75000 Std.Dv.=2,54097 Valid N:24 (Data 
Bongani)
Cronbach alpha: ,280303 Standardized alpha: ,268783
Average inter-item corr.: ,110061
 variable
Mean if 
(deleted)
Var. if 
(deleted)
StDv. if 
(deleted)
Itm-Totl 
(Correl.)
Alpha if 
(deleted)
CG1 6.625000 4.484375 2.117634 0.114531 0.362369
CG2rev 5.916667 5.409722 2.325881 0.025732 0.492940
CG3 6.041667 2.706597 1.645174 0.440941 0.000000
Summary for scale: Mean=9,29167 Std.Dv.=2,71035 Valid N:24 (Data 
Bongani)
Cronbach alpha: ,315166 Standardized alpha: ,286635
Average inter-item corr.: ,122113
 variable
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loadings report a range between 0.362 and 0.4929. A Cronbach’s alpha coefficient of 
0.315 is reported and therefore, the scale measuring communication gap 
characteristics is considered low. 
In this study, the communication gap refer to communication that takes place between 
fellow employees whether in the same department or not. The other part refers to 
communication between the organisation represented by management and its 
employees, to outline expectations.  
Table 4.6: Employee Tenure 
 
Table 4.6 indicates that two (ET1 and ET2) of the original items intended to measure 
employee tenure characteristics loaded together. Employee tenure characteristics 
explain 4.958 percent of the variance in the data. Further, the factor loadings report a 
range between 0.127 and 1.18. A Cronbach’s alpha coefficient of 0.2211 is reported 
and therefore, the scale measuring Information sharing characteristics is considered 
very low. 
In this study, employee tenure refers to the length of time the employees have been 
employed in a particular organisation. This period will vary, as some employees will 
be in an organisation for a long period whereas others are fairly new in the 
organisation.   
Table 4.7 below depicts the statistics for information sharing. 
 
 
 
 
Mean if 
(deleted)
Var. if 
(deleted)
StDv. if 
(deleted)
Itm-Totl 
(Correl.)
Alpha if 
(deleted)
ET1rev 2.875000 2.109375 1.452369 0.126854
ET2 2.083333 1.409722 1.187317 0.126854
Summary for scale: Mean=4,95833 Std.Dv.=2,03190 Valid N:24 (Data 
Bongani)
Cronbach alpha: ,221150 Standardized alpha: ,225147
Average inter-item corr.: ,126854
 variable
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Table 4.7: Information sharing 
 
Table 4.7 indicates that four (IS1, IS2,IS3and IS4) of the original items intended to 
measure information sharing characteristics loaded together. Information sharing 
characteristics explain 11.792 percent of the variance in the data. Further, the factor 
loadings report a range between 0.334 and 0.1364. A Cronbach’s alpha coefficient of 
0.327 is reported and therefore, the scale measuring Information sharing 
characteristics is considered low. 
In this study, information sharing refers to information being shared among fellow 
employees whether in the same department or not. Information sharing also refers to 
information between the organisation represented by management and its employees. 
The interpretation of the statistical information was guided by the guide below when it 
comes to the magnitude of a reliability coefficient ( Cronbach alpha):  
Magnitude ranges 
0.81 to 1.00 Very High 
0.61 to 0.80 High 
0.41 to 0.60 Medium 
0.21 to 0.40 Low 
0.01 to 0.20 Very Low 
Usually, a reliability coefficient is considered acceptable when it reaches at least at the 
upper limit (0.80) of the category "High". However, there is no fixed rule for all cases. 
This is not a rule of thumb, as the reliability can depend on the type of instrument under 
Mean if 
(deleted)
Var. if 
(deleted)
StDv. if 
(deleted)
Itm-Totl 
(Correl.)
Alpha if 
(deleted)
IS1rev 8.291667 6.539930 2.557329 0.101750 0.334484
IS2 9.625000 6.317708 2.513505 0.176529 0.267106
IS3 7.791667 4.581598 2.140467 0.261528 0.136416
IS4 9.666667 5.055555 2.248456 0.153112 0.296703
Summary for scale: Mean=11,7917 Std.Dv.=2,91889 Valid N:24 (Data 
Bongani)
Cronbach alpha: ,326600 Standardized alpha: ,324368
Average inter-item corr.: ,108774
 variable
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study, the purpose and the type of reliability in question (Hernández, Pérez, & Arturo 
Cordova Rangel, 2016).  
Descriptive statistics were used in order to assist with summarising the data collected 
and interpret.  Descriptive statistics define the basic characteristics of data in a simple 
and understandable method. Researchers are assisted by descriptive statistics in 
order to familiarise themselves with the data that has been collected by providing a 
different view and understanding of a huge amount of information (Eaves, 2015). 
Descriptive data analysis aims to present numerical data in an understandable format 
for the readers. The descriptive statistics calculated in this study include mean scores, 
standard deviation and frequency distributions. The creation of a frequency distribution 
table is one of the common methods used to summarise data into a format that is 
easily understood by most readers. By counting the number of times a specific value 
occurs in a data set, this assist in formulating frequency distribution models. The mean 
is a measure of central tendency which indicates the average value of a set of 
numbers. The standard deviation is a measure of the distance of each score from the 
mean of a set of data and then averages the deviation. The purpose of the standard 
deviation calculation is to demonstrate the difference and scattering of the research 
participants’ responses (Alex, 2016). 
4.7 CONCLUSION 
In this chapter, data analysis methods, study results and a discussion of the findings 
have been presented. Findings from this study have been found to be consistent with 
the findings of several related studies on factors that influence the effectiveness of 
knowledge management in an organisation. In addition the impact of various 
demographic data on factors that affect knowledge management, has been explored. 
Data findings were described as correlations to the study variables and presented as 
tabulations. In the next chapter, the implications of the findings for organisation 
practice, organisation operation and organisation research will be discussed. The 
limitations to this study will also be presented. 
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CHAPTER FIVE: SUMMARY, CONCLUSIONS AND RECOMMENDATIONS  
 
5.1 INTRODUCTION  
The results of this study were presented in Chapter 4; this Chapter will assist with the 
overview of the study. The research objectives of the study will be reviewed in this 
chapter and a brief description of the research design will be provided. The main 
findings from the literature review and investigation will be motivated and provided. 
This chapter presents interpretations as well as the conclusions that were drawn from 
the research results. This chapter will include the researcher’s recommendations on 
how organisations can evaluate the factors that influence the effectiveness of 
knowledge management, the shortcomings of this study and opportunities for possible 
future research in the area of knowledge management. Self-reflection by the 
researcher will also be included in this Chapter as a concluding session.  
5.2 OVERVIEW OF THE STUDY  
The background to the study, the problem statement, and the research objectives were 
presented in Chapter 1 of the study. The background to the study came about as there 
was a gap identified in the food processing industry in the Nelson Mandela 
Metropolitan Municipality that relates to organisations losing their knowledge and 
expertise. The problem statement highlighted the amount of knowledge that gets lost 
by the organisation during transitions like layoffs, retirements, resignations, mergers, 
promotions and job structure changes, thus these highlighted issues gave rise to the 
need for this study. The business loses money in training people when they have to 
replace these human resources; where in most instances if there was proper 
management of knowledge, the risk would have been minimal. 
Literature was reviewed and contextualised in Chapter 2 by providing an overview of 
a knowledge management definition and explanation. This chapter explained and 
expanded at length on the understanding and background of knowledge management. 
Chapter 2 explained the expectations, scholarly contributions and the understanding 
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of knowledge. Nonaka’s knowledge creating theory, which is defined as following both 
objectivist- and practice-based theory by combining both theories into one large 
theory, was discussed in Chapter 2. Management strategy, factors affecting 
knowledge management and transfer were also discussed in this Chapter; in addition, 
issues such as knowledge sharing and hoarding, commitment and trust, cultural 
practice, motivation and incentives were all explained at length. Activities that can 
affect knowledge management were explained and explored. The activities highlighted 
were mentoring, group work, networking, storytelling and training.  Chapter 2 also 
discussed previous research work that has been done relating to the evaluation of the 
factors affecting the effectiveness of knowledge management.  
The outline and elaboration of the research methodology chosen for this study was 
discussed in Chapter 3.The problem statement and the research objectives of the 
study gave an indication that the study would have to apply a mixed method approach 
where both qualitative and quantitative research approaches were implemented and 
considered. The narrative of the population, sample, sample process, sample 
procedure and sampling method was then provided. Chapter 3 further discussed and 
elaborated on data collection methods used, which were mainly the focus groups and 
interviews, which included a set of questions in a questionnaire. The chapter 
elaborated on the phases of the study which were conceptual, narrative and 
interpretative phases. The researcher’s role was described and discussed in Chapter 
3, with emphasis on how the focus group was conducted. The chapter elaborated 
more on how the interviews were conducted, giving details in terms of where the 
interviews took place, the setup of the area where they took place and set of rules that 
were discussed prior to the interviews commencing. Chapter 3 concluded by 
discussing ethical considerations. The following three principles of the Belmont 
Report; namely beneficence, respect for human dignity as well as justice were 
discussed and explored in Chapter 3.  
In Chapter 4, this chapter defined the analysis of data followed by a conversation of 
the research findings that were found during the study. The findings in this chapter 
were related to the questions that were posed during the research. This chapter 
comprised the analysis, presentation and interpretation of the findings resulting from 
the study. The first part, which was based on the results of the questionnaire, dealt 
with the quantitative analysis of data. The second, which was based on the results of 
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the focus group discussions, was a qualitative interpretation. The methodology used 
in order to reflect on the relationship between factors influencing knowledge 
management and the effectiveness thereof was discussed in Chapter 4. Descriptive 
statistical analysis was used to identify frequencies and percentages to answer all of 
the questions in the questionnaire. Demographic data relating to the Gender, Age, 
Population group and Department worked in, were discussed. Chapter 4 then 
discussed the feedback that relates to employee morale, performance improvement, 
knowledge management, communication gap, employee tenure and information 
sharing.  
Chapter 5 will follow the approach of summarising the objectives of the study and 
highlight in which chapters each of the objectives were achieved. There will also be a 
summary of the research design and methodology adopted, the literature review and 
the results will be presented. 
5.3 REASEARCH OBJECTIVES 
The objective of this research is to evaluate the factors that influence the effectiveness 
of knowledge management of an organisation in the food processing industry in 
Nelson Mandela Metropolitan Municipality of South Africa. 
The following were identified as secondary objectives that will assist in achieving the 
primary objective. 
SO1  
To determine the role of a communication gap between employees and management 
and how it can influence the effectiveness of knowledge management in an 
organisational environment. 
SO2  
To explain the concept of how knowledge management if managed correctly can 
influence and improve organisational performance. 
SO3  
To determine the effect of information sharing and how it could influence the 
effectiveness of knowledge management in an organisation. 
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SO4  
To determine how employee morale can influence the effectiveness of knowledge 
management in an organisation. 
SO5  
To explain how employee tenure can improve knowledge management in an 
organisation. 
5.4 RESEARCH DESIGN 
The secondary and primary research methods used in this study will be discussed in 
the following section. 
5.4.1 Secondary Research 
A literature review was done to find out what information is already available that 
relates to factors that influence the effectiveness of knowledge management  and to 
see if there are opportunities to improve the current research. Different sources were 
used during the research, and the type of sources used included but were not limited 
to textbooks, database information both national and international that were available 
at the Nelson Mandela University library. The other sources used were Google scholar 
and other relevant websites in order to gather credible information. 
The literature review assisted in providing a theoretical background to the study and 
appropriate measures were found that relate to factors that influence the effectiveness 
of knowledge management in an organisation. 
5.4.2 Primary Research 
Cronbach’s alpha coefficients was used in the study, which assisted to determine any 
interrelations between the questions that could be found within the questionnaire. The 
Cronbach’s alpha coefficients help to provide a measure of the internal consistency of 
a test or scale. This study considered a reliability coefficient of greater than 0.5 to be 
a reliable Cronbach’s alpha coefficient.  
The sample size of the study was 25 employees of the organisation which is in the 
food processing industry based in the Nelson Mandela Municipality in Port Elizabeth. 
The 25 participants all did the questionnaires, were part of the focus group 
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discussions, and interviews were conducted with the same 25 participants; moreover, 
observations were done with the same 25 participants in order to conclude the study. 
The response received was 100% as it was easy to control and follow up on the 
participants as they were identified upfront. This response assisted in ensuring that 
non-response bias was not a problem during the study. 
5.5 MAIN FINDINGS FROM THE LITERATURE REVIEW 
Chapter 2  of the study was used to discuss findings obtained during previous research 
on similar topics. During the research the five areas were found to be factors that have 
an influence on knowledge management in an organisation. The factors identified 
were mentoring, training, group work, networking and story-telling.  
Mentoring was identified during the focus group discussions as it frequently came up 
as an issue that the organisation is lacking in implementing and in this way, influencing 
how knowledge is managed. The feedback from the participants was clear in that if 
there was a set programme in the organisation, where junior staff were being mentored 
by senior staff, this will make it easy for knowledge transfer and therefore knowledge 
management in the organisation. 
Training was one of the questions in the questionnaire that was posed to the 
participants in order to hear their views. The participants felt that there was not enough 
training done relating to knowledge management and this could negatively influence 
management of knowledge. The participants suggested that the organisation needs 
to have training sessions on a quarterly basis with the employees who are dealing with 
knowledge of the organisation. The training sessions could be used to enhance their 
ways of storing knowledge and how the information is shared with other employees. 
Group work discussions took place during the focus groups. The participants were 
given an opportunity to debate on how group work, or team work as referred to in some 
areas, can influence how knowledge management in an organisation can take place. 
The participants said that employees that are working in the same departments can 
use group work as a tool, or vehicle, to management knowledge within the department. 
There were different ways that were proposed as a means to deal with group work 
dynamics. The participants suggested shared drives, monthly information sharing 
bulletins, where information is shared so the employees in that department could go 
and view it at any time. This kind of group work then, would assist the organisation in 
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developing a platform where employees can find information at their own pace and 
time.  
Networking was discussed in Chapter 2 as another factor that influences how 
knowledge gets managed in an organisation. During the focus group discussions, 
networking came out as another factor that can influence the effectiveness of 
knowledge management. The participants in the focus groups said that if networking 
is not used properly, it can influence knowledge management negatively. The advice 
from the participants in the focus groups was that employees in the organisation need 
to network not only with employees within their unit, but with employees within the 
other sites in other towns where the organisation operates. The employees must also 
network with employees from other organisations that are perhaps manufacturing the 
same product or operating in the same industry. The participants felt that networking 
creates a platform where employees can share their knowledge, and employees can 
learn about new developments in the industry and by so doing, can learn and 
implement new and different ways of doing things in the organisation. 
Story-telling is a way of narrating information between employees, where one with 
better skills can educate another who is still in a learning phase. This technique was 
what was discussed in Chapter 2, Where story telling was described as an old means 
of ensuring that employees part with their knowledge willingly and with minimal 
interference from the management of the organisation. The factor of storytelling came 
about when individual participants were being interviewed and some individuals 
mentioned that they prefer to get information through storytelling. The belief from the 
participants was that if anyone gets to be told a story either through recordings or 
through word of mouth, they do not normally or easily forget the knowledge and 
information shared with them. The participants mentioned that if story telling is done 
by inexperienced employees or wrong information is shared and given to other 
employees, the consequences can be negative. This means that the story tellers 
should be individuals who are experienced and very sure of what they are dealing with. 
The story tellers should be regarded as experts in the field they are dealing with within 
the organisation. A practical example would be an experienced engineer who could 
share his or her knowledge with the interns at his or her department  
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5.6 MAIN FINDINGS FROM THE EMPIRICAL INVESTIGATION 
The research study findings and analysis were presented in Chapter 4. The sample 
size that was used in the study was 25 participants. The breakdown of the participants 
was 15 males and 10 females. The other important aspect which was noted was that 
40% of the participants were employees in the finance department, 32% were in the 
sales department, 12% were employees working in the warehouse, whilst the 
production and distribution departments both had 8% each. The department 
breakdown was important in order to understand whether the main departments which 
tend to have more employees working with knowledge in the organisation, were well 
represented. The findings in Chapter 4 came from the questionnaire that was used to 
get responses from the 25 participants in the study. The questions that were asked of 
the participants had to do with the effects of employee morale, information sharing, 
communication gap, organisational improved performance and employee tenure in 
managing knowledge in the organisation. 
Employee morale in this study was described as how employees feel by being at work 
and how the knowledge management gap if any, affects them at work. The finding was 
that employee morale had a Cronbach’s alpha coefficient of 0.581, which was 
considered to be medium. The interpretation then was that the information gathered 
was reliable and valid. This meant that there is a relationship between employee 
morale and factors that influence knowledge management in an organisation.  
Information sharing in the study was described as when employees in the organisation 
share information either within the department or between departments. Information 
sharing was also described as information that flows between management and 
employees in the organisation. The findings and the analysis of information sharing 
had a Cronbach’s alpha coefficient of 0.327 and this was too low to be considered as 
reliable. This meant that the participants found that information sharing does have an 
influence on knowledge management, but it is not considered as a critical influence.
  
A communication gap in this study was described as, or referred to, communication 
that takes place between employees in the same department or between departments. 
This communication can be in the form of emails, verbal, or telephonic conversations 
that can take place between employees. The other part of the communication 
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description is between management and employees. This form can take place in the 
form of individual one on one discussions, meetings that can be departmental or a 
whole unit and monthly presentations that can be done with employees. When these 
forms of communication take place, they are meant to communicate knowledge to 
employees. A Cronbach’s alpha coefficient of 0.315 was reported and therefore, the 
scale measuring communication gap characteristics is considered low. The scale 
meant that even though the communication gap is one of the factors that has an 
influence on knowledge management, the participants did not consider it to be critical. 
Organisational improved performance is described in this study by how the employees 
view how they manage knowledge in the organisation and how this can influence the 
performance of the organisation. A Cronbach’s alpha coefficient of 0.553 was reported 
for organisation improved performance, which indicates medium levels of reliability for 
this factor. The scale interpretation meant that the participants felt that if they manage 
knowledge within their own departments, this will influence organisational 
performance positively. This meant that the participants in the study believe that 
knowledge management is important for the organisation in order to improve its 
performance. 
In this study, employee tenure refers to the length of time the employees are employed 
in the organisation. The period is counted using years in order to be fair to all the 
employees. Employee tenure was considered to be important by the participants in 
the study, as they believed that the more years the employees had in the organisation, 
the more knowledge they had with them. The participants also had a view that the 
longer employees stay in the organisation, this is a reflection that there is happiness 
in the organisation. This period will vary, as some employees will be in an organisation 
for a long period whereas others are fairly new in the organisation. A Cronbach’s alpha 
coefficient of 0.2211 was reported on this factor, and this scale is considered very low. 
The participants in this study considered employee tenure as a factor that influences 
knowledge management, but the information provided suggests that they do not view 
employee tenure as a critical factor.  
5.7 CONCLUSIONS 
The primary objective of this research study was to evaluate the factors that influence 
the effectiveness of knowledge management of an organisation in the food processing 
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industry in Nelson Mandela Metropolitan Municipality. This was achieved by testing 
the influence of different factors on the effectiveness of knowledge management in an 
organisation. 
The findings during the research study indicated that employee morale is one of the 
factors that has an influence on the effectiveness of knowledge management in an 
organisation. The feedback from the questionnaires showed that there is a positive 
relationship between employees being happy at work and how they manage 
knowledge within that organisation. The feedback suggests that the employer needs 
to encourage high employee morale in the organisation so that the employees can use 
the spirit to influence effectiveness of knowledge management. 
The communication gap was found to be one of the factors that has an influence on 
the effectiveness of knowledge management in the organisation. During the focus 
group discussions, the participants raised the issue of communication as a challenge 
in the organisation. The participants believed that if communication is improved 
between employees from the same department or between departments, this will 
assist in improving knowledge management in the organisation. The participants 
highlighted that if employees communicate effectively, it means that knowledge will be 
shared between employees and therefore benefit the organisation positively. The 
feedback from the questionnaires indicated that there was a lack of communication in 
the organisation, which may result in knowledge management being ineffective. 
The findings during the research study which was done through focus groups, 
interviews, questionnaires and observation, showed that information sharing was one 
of the factors that has an influence on the effectiveness of knowledge management. 
The participants in the study gave feedback that indicated that if there is a lack of 
information sharing in the organisation, that can have a direct impact that will make 
knowledge management ineffective. The participants during the study indicated that 
the organisation needs to encourage employees in the organisation to share 
information amongst each other in order to improve knowledge management 
effectiveness in the organisation. 
It can be deduced from the feedback that was received during the different phases of 
the research study, which were interviews, questionnaires, focus groups and 
observation that the organisation needs to look directly at some factors that have an 
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influence on the effectiveness of knowledge management. There were positive 
aspects and negative aspects that were identified that will assist the organisation if 
they get the attention as indicated by the participants. 
5.8 RECOMMENDATIONS 
This section will deal with recommendations based on the findings of the study. This 
study was done in order to evaluate the factors that have an influence on knowledge 
management. The findings during the study were plentiful and showed different areas 
that need the organisation’s attention. The participants in the study were from different 
departments and the experience shared was from different parts of the organisation.  
Training was highlighted as an area that needs attention in the organisation. The 
participants brought this up during the interviews and focus groups as an area that the 
organisation needs to pay attention to. Training needs were highlighted as an area 
that will assist the organisation and the employees, to find synergy and understanding 
of the factors the influence effectiveness of knowledge management in the 
organisation. It is then recommended that the organisation spend time and money in 
order to improve the training that their employees are currently receiving. The 
organisation will benefit from the training as it will have an improved work force that 
can contribute in managing the knowledge in the organisation better. Training that was 
highlighted by the employees was formal training, where the employees will be trained 
by an expert in the field of knowledge management, and how this can be used to assist 
the organisation in a positive way. 
Employee tenure was another area which was highlighted during the interviews, focus 
groups and the questionnaires. The participants highlighted this as an area where the 
organisation can assist in using the employees with long service for the benefit and 
improvement of the organisation. The participants highlighted that employee tenure is 
an important factor in the organisation, but is not critical, to ensure that the same 
employees with longer service are using the same service to benefit the organisation. 
The recommendation around employees with long service in the organisation is to 
rotate their skills within the organisation in order to assist with knowledge sharing and 
thereby impart knowledge to other employees in the organisation. The rotation of the 
employees will ensure that knowledge is not lost in the organisation but is being kept 
and used to improve employee knowledge and organisational effectiveness.  
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Communication was one of the findings where participants indicated that there was a 
gap within the organisation. The feedback that communication was lacking in the 
organisation was given during the interviews, focus groups and the questionnaires. 
The recommendation is for the organisation to have communication channels that can 
be used by employees. The channels that can influence the effectiveness of 
knowledge management can be meetings, key performance boards around the site, 
presentations with key business indicators. These are just some of the channels but 
there are many more that could be considered. These communication channels can 
be utilised monthly in order to ensure that there is enough communication with all the 
employees in the organisation. 
During the research study one of the factors that was highlighted as an area that needs 
attention was mentoring. Mentoring is when senior employees in the organisation use 
their expertise to share knowledge with the junior staff in the organisation with the 
purpose of developing the junior staff within the organisation. The participants in this 
research study indicated that there was a lack of this mentoring platform in the 
organisation. The feedback came out strongly during the focus groups as the 
participants felt that mentoring would assist the organisation in improving knowledge 
transitions between senior and junior staff. The recommendation is that the 
organisation needs to make mentoring part of the development plan by the human 
resources department. Senior staff need to ensure that mentoring is on every 
employee key performance indicator tool in the organisation. A mentoring programme 
needs to be reviewed on a quarterly bases by the human resources department. This 
reviews will ensure that the mentors and mentees are meeting and discussing 
progress on a regular basis. 
5.9 CONTRIBUTIONS OF THE STUDY 
The study will contribute to a better understanding of factors that influence the 
effectiveness of knowledge management in an organisation, and the influence this has 
on business performance. The research objectives linked the factors that affect 
knowledge management to how an organisation performs. The study intended to 
provide insight into the practices needed to manage knowledge successfully. The aim 
of the study was to add to the existing knowledge on the factors that influence the 
effectiveness of knowledge management in an organisation. In addition, this study 
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could prove useful on a practical level, and could benefit businesses, practising human 
resources practitioners, business professionals and lecturers teaching business 
management. 
Businesses who expect their employees to add value to their organisations could 
benefit from this study. Management that is hands on in developing and encouraging 
their employees, will make use of this study by making their employees aware of the 
factors that influence the effectiveness of knowledge management. The study could 
also help businesses to develop value-add training sessions for their employees, 
which will further enhance the skills identified in the study which positively influence 
the factors that affect knowledge management. 
Human resources practitioners will benefit from this study as they can look at the 
factors that need to be key focus areas when they give consultations within 
organisations. This will assist the practitioners to give much needed value-add to the 
organisations rather than being impractical. 
Business professionals as leaders in their own organisations, will use the study to 
ensure that they focus on the key factors that influence the effectiveness of knowledge 
management in their organisations. 
Lecturers of business studies will use the study to ensure that students of knowledge 
management and information technology will be fully aware of the factors that they 
need to look out for when they enter the business world. 
5.10 SHORTCOMINGS OF THE RESEARCH AND RECOMMENDATIONS FOR 
FUTURE RESEARCH 
The main objective of this research study was to investigate factors that influence 
knowledge management in an organisation. There are many thoughts related to 
knowledge management, such as it is an HR (human resources) function; however 
this study focused mainly on the factors influencing the effectiveness of knowledge 
management in an organisation. As such, this study did not include all organisations, 
as it only focused on the food processing industry; in particular, one baking 
organisation in the Nelson Mandela Metropolitan Municipality. The reason for this is 
the accessibility of the organisation, which enabled the success of the study. The 
factors having an influence on knowledge management were measured by using the 
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various tools and dimensions of knowledge management. There are many factors that 
may influence knowledge management; however, this study only focused on factors 
such as: Communication gap; Employee morale; Employee tenure; Performance and 
Information technology. Data was collected from the participants that were based at 
the chosen organisation and therefore data was biased towards that organisation in 
particular. Future research will be able to gain more insight by expanding the number 
of organisations and participants in order to get different views and perspectives about 
factors that influence knowledge management in an organisation. 
The research used non-probability sampling, meaning that the information gathered 
could not be used to generalise to other organisations either in the Nelson Mandela 
Metropolitan Municipality, or the whole country. The results then obtained need to be 
carefully used and should not be used as a representation of the whole country’s 
organisations. It will be beneficial if future studies make use of probability techniques 
in order to be able to generalise the information gathered and use it to cover the whole 
population of organisations. 
During the literature review it was identified that there are still many areas that can be 
explored, which relate to factors that influence the effectiveness of knowledge 
management. This means that there is room for further research that can explore and 
discover new areas and dimensions that talk to factors that influence knowledge 
management in an organisation. 
5.11 SELF REFLECTION BY THE RESEARCHER 
The current study has assisted the researcher a great deal in understanding more 
about the factors that influence the effectiveness of knowledge management in an 
organisation. This research assisted in expanding the knowledge of the researcher not 
to limit factors that have an influence on knowledge management. The factors that 
need to be considered can have a negative impact on the whole organisation if they 
are not observed and understood properly. This study has definitely changed the 
thinking of the researcher about how the organisation can handle knowledge 
management and also have a full understanding of the factors that have an influence 
on knowledge management. 
The other aspect of learning that the researcher gained during this research was 
gaining special skills like writing in a sequential form; defining a research instrument; 
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conducting data analysis; referencing and being able to convert data into a meaningful 
format. The other skills that enhanced the researcher’s personal well-being were time 
management, team interaction and managing pressure due to tight deadlines. The 
research assisted the researcher to be an effective listener, open to ideas and always 
trying to reach for the impossible. 
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RESEARCH INSTRUMENT 
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15 August 2018 
 
Dear Respondent  
I am studying towards my MBA (Master in Business Administration) degree at the 
Nelson Mandela University Business School.  I am conducting research on factors 
that influence the effectiveness of knowledge management in an organisation. 
You are part of our selected sample of respondents whose views we seek on the 
above-mentioned matter. I would therefore appreciate it if you could answer a few 
questions. It should not take more than forty-five minutes of your time and I want to 
thank you in advance for your co-operation. 
There are no correct or incorrect answers. Please answer the questions as accurately 
as possible. For each statement, tick the number which best describes your 
experience or perception.  For example, if you strongly agree with the statement, tick 
the number 5.  If you strongly disagree with the statement, tick the number 1.  Tick 
only one answer for each statement and answer all questions please.  Please note 
also that your participation in this study is entirely voluntary and that you have the 
right to withdraw from the study at any stage.  We also guarantee your anonymity and 
the confidentiality of information acquired by this questionnaire. Neither your name 
nor the name of your firm will be mentioned in the study. 
Thank you very much.  
 
Contact details: Bongani Mbotini 0664738688 
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The major objective of this survey is to find out the factors that influence the effectiveness 
of Knowledge Management in an organisation. 
 
The information collected is only for research purpose and will be kept confidential. 
 
I would like to thank you in advance for filling this questionnaire. Your response is 
highly valued and appreciated. 
 
Key Directory: 
KM – Knowledge Management 
 
Description of Rating Scales 
Value Meaning Assigned: 
1. Strongly Disagree: I strongly do not agree with the statement 
2. Strongly Agree: I strongly agree with the statement fully 
3. Strongly Disagree D/C: I have no comment on the statement  
4. Disagree: I disagree with statement  
5. Agree: I agree with the statement  
Demographic Information  
Please mark your selection to the following questions with an (X).  
(1) Please indicate your gender (for statistical purposes only)  
Male    Female  
  
 
(2) Please indicate to which age category you belong (for statistical purposes only)  
18-20    21-24     25-29     30-35  
   
 
 
 
(3) Please indicate to which population group you belong (for statistical purposes only)  
Asian    Black        Coloured                    White   
   
 
 
 
(4) Please indicate your Department 
Finance    Sales     Production   Distribution        Warehouse 
   
 
  
 
 
 
84 
 
 
PART 1 
 
Following are the statements that reflect the effects of Knowledge Management 
system in an organisation. According to your opinion please PUT a number in the box 
of the suitable option.  
 
1. The KM system helps in fast and better decision making. 
Strongly Disagree Strongly Agree Strongly Disagree D/C       Disagree   Agree  
   
 
  
  
 
2. KM helps in enhanced productivity or service quality. 
Strongly Disagree Strongly Agree Strongly Disagree D/C       Disagree   Agree  
   
 
  
  
 
3. Implementing KM results in sharing best practices. 
Strongly Disagree Strongly Agree Strongly Disagree D/C       Disagree   Agree  
   
 
  
  
 
4. KM helps in increased innovation by the employees. 
Strongly Disagree Strongly Agree Strongly Disagree D/C       Disagree   Agree  
   
 
  
  
 
5. KM results in enhanced collaboration within the organisation 
Strongly Disagree Strongly Agree Strongly Disagree D/C       Disagree   Agree  
   
 
  
  
 
6. KM helps to address the communication gap in the organisation. 
Strongly Disagree Strongly Agree Strongly Disagree D/C       Disagree   Agree  
   
 
  
  
 
7. KM helps in constant and continuous transformation of individual learning to 
organisational learning and vice versa. 
Strongly Disagree Strongly Agree Strongly Disagree D/C       Disagree   Agree  
   
 
  
  
 
85 
 
8. KM results in increased delegation of authority and accountability to individuals.  
 
Strongly Disagree Strongly Agree Strongly Disagree D/C       Disagree   Agree  
   
 
  
  
 
PART 2 
 
Following are the statements that reflect characteristics of any learning in the 
organisation. According to your opinion please 
PUT a number in the box of the option that best suit your organisation. 
 
9. Information is readily available on required topics from current folders to job 
specific processes. 
Strongly Disagree Strongly Agree Strongly Disagree D/C       Disagree   Agree  
   
 
  
 
 
10. Information regarding process description can be uploaded in organisation’s 
database for purpose of communication and sharing. 
Strongly Disagree Strongly Agree Strongly Disagree D/C       Disagree   Agree  
   
 
  
 
 
 
 
 
11. Personal best practices can be shared with other employees within the 
organisation. 
Strongly Disagree Strongly Agree Strongly Disagree D/C       Disagree   Agree  
   
 
  
 
 
12. There are well defined processes for creation, capture, and acquisition of 
knowledge in the organisation. 
Strongly Disagree Strongly Agree Strongly Disagree D/C       Disagree   Agree  
   
 
  
 
  
 
13. Useful knowledge can be easily shared and acted upon by employees. 
Strongly Disagree Strongly Agree Strongly Disagree D/C       Disagree   Agree  
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14. A cohering and powerful vision of the organisation is shared across the 
workforce to promote need for strategic thinking at all levels. 
Strongly Disagree Strongly Agree Strongly Disagree D/C       Disagree   Agree  
   
 
  
 
 
15. There are enabling structures in terms of hierarchy and communication flows that 
Facilitates learning. 
Strongly Disagree Strongly Agree Strongly Disagree D/C       Disagree   Agree  
   
 
  
 
 
16. There are cohesive teams in organisation which facilitates sharing of 
experiences and Information among employees. 
 
Strongly Disagree Strongly Agree Strongly Disagree D/C       Disagree   Agree  
   
 
  
 
17. The organisation provides incentives to motivate employees to learn and share 
their knowledge. 
Strongly Disagree Strongly Agree Strongly Disagree D/C       Disagree   Agree  
   
 
  
 
 
 
18. The organisation continuously strives for training its employees. 
 
Strongly Disagree Strongly Agree Strongly Disagree D/C       Disagree   Agree  
   
 
  
  
 
Thank you for taking part in this survey. 
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ANNEXURE B: 
ETHICS CLEARANCE LETTER 
 
 
